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VISION 


The TANZA WATER DISTRICT envisions 
itself as a service-oriented, socially 
responsible institution providing sufficient 
supply of water to all barangays of Tanza 
by properly utilizing and preserving its 
water resources and improving and 
safeguarding its assets through its 
professional and dedicated workforce, 
thereby delivering effective and efficient 
public service to all. 
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MISSION 

The TANZA WATER DISTRICT is 

committed to provide adequate, safe, 
potable and affordable water to the full 
satisfaction of all the people of the town 
ofTanza. 



Republic of the Philippines 

TANZA water district 

X A.Soriano Highway, Tanza, Cavite 4108 

T \S7? Tel. No. (046) 484-1814 / 505-2906 


EXCERPTS FROM THE MINUTES OF THE REGULAR MEETING OF THE BOARD OF 
DIRECTORS/ TANZA WATER DISTRICT (TWD)/ HELD AT THE TWD CONFERENCE ROOM, 
TANZA, CAVITE ON OCTOBER 27, 2009 


RESOLUTION NO. 39- 2009 


APPROVAL FOR THE IMPLEMENTATION OF REPUBLIC ACT NO. 9485 
( ANTI-RED TAPE ACT OF 2007) 


WHEREAS, the Tanza Water District (TWD), a government owned and controlled corporation and 
being governed to implement rotes and regulations which was promulgated by the Civil Service 
Commission (CSC); 

WHEREAS, Administrative Order No. 241 was Issued to expedite implementation of Republic Act 
No. 9485, otherwise known as the Anti-Red Tape Act of 2007; 

WHEREFORE, the Office of the President had issued Administrative Order No. 241-A under 
Memorandum Circular no. 16, s. 2008 to further speed up the enforcement of Republic Act no. 9485; 

RESOLVE, AS IT IS HEREBY RESOLVED, that the Board of Directors, Tanza Water District, 
approves the implementation of Republic Act no. 9485 (Anti-Red Tape Act of 2007) under 
Memorandum Circular no. 16, s. 2008 to assure effective communication & services as well; 

RESOLVED FURTHER, that copies of this resolution be furnished agencies concerned for its 
information and guidance; 


Unanimously approved, October 27, 2009. 



'. DEL ROSARII 

the Board 


10 VICENTE RAFAEL DE PERALTA 


Board Member 



4ENCTTA P. ESCALADA 

1 Board Member 


FELICIANA 3. CESA 

Board Member 
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Board Resolution approving the 
Implementation of RA 9485 
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Republic of the Philippines 

TANZA WATER DISTRICT 

A. Soriano Highway, Tanza, Cavite 4108 
Tel. Nos.: (046) 484-1814 * (046) 505-2906 * (046) 695-5436 


EXCERPTS FROM THE MINUTES OF THE REGULAR MEETING OF THE BOARD 
OF DIRECTORS, TANZA WATER DISTRICT (TWD), HELD AT THE 
TWD CONFERENCE ROOM, TANZA, CAVITE 
ON JANUARY 20, 2016 


RESOLUTION NO. 08- 2016 


AMENDMENT TO TANZA WATER DISTRICT'S CITIZEN CHARTER 


WHEREAS, in compliance with the provisions set forth in the Republic Act No. 
9485, otherwise known as the Anti-Red Tape Act (ARTA) of 2007, the Tanza Water 
District (TWD) crafted and implemented its Citizen's Charter by virtue of Board 
Resolution No. 39-2009 dated October 27,2009; 

WHEREAS, as stated in the Implementing Rules and Regulations (IRR) of the 
abovementioned Act, issued by the Civil Service Commission (CSC) in their 
Memorandum Circular No. 12 series of 2008 dated September 16,2008, the 
Citizen's Charter shall be reviewed whenever necessary, but not less than once 
every two (2) years; 

WHEREAS, the Tanza Water District (TWD) deemed it necessary to amend its 
existing Citizen's Charter and review Its frontline services to cope up with the 
systems and procedures that are being practiced at present; 

WHEREAS, all other requirements and provisions of the Anti-Red Tape Act of 2007 
will be complied with accordingly to ensure the full implementation of the said 
Act. Other measures shall also be implemented in order to convey to the public 
the objectives and the scope of the Act; 






Board Resolution amending the Tanza 
Water District Citizen's Charter 
















PERFORMANCE PLEDGE 


D - isiplina'y aming paiiralin, sa lahat ng oras tungkulin aming tutupdin. 

A - garang aksyon aming hatid, anumang impormasyon ipababatid. 

L - ingkod bayan kaming maituturing, kaya't serbisyo publiko aming uunahin. 

O - rganisadong pamamaraan isasakatuparan, upang inyong "requests" mabilis maaksyunan. 
Y - an ang aming panata sa sambayanan, taos pusong paglilingkod laging maaasahan. 
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FEEDBACK AND REDRESS MECHANISM 


Please let us know how we have served you by doing any of the 
following: 

❖ Accomplish our feedback form available at the 

Public Assistance and Complaints Desk (PACD) and at the 
Customer Service Area and drop it in the box provided. 

*♦* Send your feedback through the following communication 
channels: 


www.facebook.com/Tanza-Water-District- 



tanza_wd@yahoo.com 



❖ Talk to our Customer Service Assistants (CSAs). 

If you are not satisfied with our services, your written / verbal 
complaint shall be immediately be acted upon by our Administrative 
Assistant at the Public Assistance and Complaints Desk. 


Thank you for helping us continuously improve our services. 


- twd - 






FRONTLINE SERVICES 
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WATER BILL PAYMENT 

Schedule of Availability of Service: 

Monday to Friday 

8:00am to 5:00pm (no noon break) 

Who May Avail of the Service: 

TWD Concessionaires 

What are the Requirements: 

Statement of Account (SOA) 

Duration: 

3 minutes and 15 seconds 

4 minutes and 15 seconds - if concessionaire does not have Statement of Account 

How to Avail of the Service: 


Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

1 

Get a transaction number from 
the person in-charge at the Public 
Assistance and Complaints Desk 
(PACD). 

Issue transaction number 
to the concessionaire. 

15 seconds 

Officer of the Day 
(in-charge at the PACD) 
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Step 

Applicant/Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

la 

If Statement of Account (SA) is 
not available, proceed to the 
Customer Service Area and 
inquire on the details of the 
account to be paid. 

Browse through the 
accounts master file in the 
system to get the 
corresponding account 
details of the 
concessionaire. 

Issue Bill Validation Slip 
(BVS). 

1 minute 

Customer Service 
Aide 


Bill Validation Slip (BVS) 

2 

Wait for your number to be 

called by the Teller/Cashier. 






3 

Proceed to the counter when 

called. 

Ask for the SA or BVS. 

1 minute 

Teller/Cashier 


Statement of Account 
(SA) or Bill Validation 
Slip (BVS) 

4 

Pay your water bill to the 

Teller/Cashier. 

Process payment and 

issue Official Receipt and 
change (if there is any). 

1 minute 

Teller/Cashier 


Official Receipt (OR) 

5 

Get and check your water bill 

receipt and count your change 
before leaving the counter. 


1 minute 




END OF TRANSACTION 
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SERVICE CONNECTION APPUCATION 

Schedule of Availability of Service: 

Monday to Friday 

8:00 am to 5:00 pm (no noon break) 

Who May Avail of the Service: 

General Public (at least 18 years old) 

What are the Requirements: 

■ Fully accomplished application form 

* Photocopy of any valid ID (original copy to be presented for verification) 

■ Photocopy of proof of ownership (land title, notarized deed of sale or contract to sell) 

■ One (1) pc. 2x2 picture 

If applicant is from subdivision, any of the following: 

■ Authority to Move-in 

■ Certification from Developer 

■ Notarized Contract to Sell 

■ Notice of Award 

■ Certification of Turn-over/Acceptance 

If applicant is a beneficiary of Urban Poor Affairs Office (UPAO) / National Housing Authority (NHA), any of the following: 

■ Certification from UPAO 

■ Certification from NHA 

If applicant is a representative of the owner, additional documents is required: 

■ Notarized Special Power of Attorney (SPA) 

■ Photocopy of any valid ID of the representative (original copy to be presented for verification) 

* If the owner authorizes that the connection be registered in the name of his representative , the same must be indicated in the notarized SPA. 
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Duration: 

Filing of Application - 12 minutes 

Inspection and Installation - 2 to 4 days 

How to Avail of the Service: 


Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

1 

Register in the Visitor's Logbook 

located at the Public Assistance 
and Complaints Desk (PACD). 

Let the client fill-out 
details in the Visitor's 
Logbook. Direct client to 
proceed to Customer 
Service Area. 

1 minute 

Officer of the Day 
(in-charge at the 
PACD) 



2 


Gives orientation on the 

process of water service 
application and other 
TWD policies. 

5 minutes 

Customer Service 

Aide 



3 

Fill-out application form. 

Explain areas to be filled 

up. 

3 minutes 

Customer Service 

Aide 


Service Application and 
Construction Order 
(SACO) 

4 

Submit the fully accomplished 

application form with necessary 
requirements. 

Screen the application 

form and the 
requirements. 

2 minutes 

Customer Service 

Aide 



5 

Confirm schedule of 1 st 

inspection. 

Prepare work order to 
schedule 1 st inspection 
with the maintenance 

crews. 

1 minute 

Customer Service 
Aide 
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Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

6 


Conduct 1 st inspection. 

Inform concessionaire of 
the procedures and 
materials needed to 
prepare their water lines 
and to go to TWD office to 
pay the service application 
fee. 

10 minutes 

Field Inspector 
from CASD 



7 

Proceed to TWD office (Customer 

Service Area) and inform CSAs 
that 1 st inspection is done. 

Hand-in the 

concessionaire's 
application form and 
advise him to pay to the 
Teller/Cashier. 

2 minutes 

Customer Service 
Aide 


Service Application and 
Construction Order 
(SACO) 

8 

Pay to the Teller/Cashier. 

(If concessionaire wishes to also 
purchase materials from TWD , hand-over 
to Teller/Cashier the list given by our 
inspector.) 

Get the OR, signed SACO and the 
change (if there is any) before 
leaving the counter. 

Process payment and 

issue Official Receipt (OR) 
and sign SACO. 

3 minutes 

Teller/Cashier 

P 3,000.00 

(plus the 
amount of 
materials if he 
wishes to 
purchase from 
TWD) 

Official Receipt (OR) 

9 

Follow instructions of our 

inspector on how to prepare 
water line from house to the 
proposed location of the water 
meter. 
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Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

10 

Contact our office to inform us 

that water line is ready. Confirm 
schedule of 2 nd inspection. 

Forward the application 

form to the Construction 
and Maintenance Division 
(CMD) to schedule 2 nd 
inspection. 

3 minutes 

Customer Service 
Aide 



11 


Conduct 2 nd inspection. 
Check if water lines of 
concessionaire is properly 
installed. 

15 minutes 

Field Inspector 
from CMD 



12 


Prepare work order for 

installation of new water 
meter. Forward to the 
head of CASD for 
signature. 

5 minutes 

Customer Service 
Aide 


Bill of Materials, 
Requisition Slip, 
Maintenance Order for 
New Service 
Connection 

13 


Forward work order to 

maintenance crews. 

2 minutes 

Customer Service 
Aide 



14 


Request from 

Storekeeper/Supply 
Officer the materials 
needed to install the new 
service connection. 

5 minutes 

Maintenance Crew 
from CASD 


Store Requisition Slip 
(SRS) 

15 


Release materials to 
maintenance crews. 

5 minutes 

Storekeeper/Supply 

Officer 
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Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

16 

Wait for our maintenance crews 

for the installation of the water 
meter. 

Install water meter, test 

lines and let 
concessionaire sign the 
form to acknowledge. 

15 minutes 

Maintenance Crew 
from CASD 



END OF TRANSACTION 
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PURCHASE OF MATERIALS 

Schedule of Availability of Service: 

Monday to Friday 

8:00am to 5:00pm (no noon break) 

Who May Avail of the Service: 

TWD Concessionaires 

New Service Connection Applicants 

What are the Requirements: 

List of materials issued by the TWD inspector (for new service connection applicants) 

Duration: 

26 minutes 

How to Avail of the Service: 


Step 

Applicant /Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

"T~ 

Register in the Visitor's Logbook 
located at the Public Assistance 
and Complaints Desk (PACD). 

Let the client fill-out 
details in the Visitor's 
Logbook. Direct client to 
proceed to Customer 
Service Area. 

1 minute 

Officer of the Day 
(in-charge at the 
PACD) 



2 

Wait for your number to be 

called by the Teller / Cashier. 
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Step 

Applicant / Client 

Service Provider 

Duration of Activity 

(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

3 

Proceed to the counter when 

called. 






4 

Present the list of materials 

issued by our inspector (for new 
service connection applicants) or 
inform the Teller/Cashier of the 
materials to be purchased. 

Prepare the purchase slip 

(PS) indicating the 
materials with 
corresponding quantity 
and amount. 

3 minutes 

Teller/Cashier 


Purchase Slip (PS) 

5 

Pay the total amount to the 

Teller/Cashier. 

Process payment and 

issue Official Receipt and 
change (if there is any), 
inform the concessionaire 
to wait for the 
Storekeeper/Supply 
Officer for the release of 
the purchased materials. 

2 minutes 

Teller/Cashier 

Amount of 
all materials 
purchased 

Official Receipt (OR) 

6 

Get and check your OR and count 

your change before leaving the 
counter. 


1 minute 




7 

Wait to be called by the 

Storekeeper. 

Forward the paid PS to the 

Storekeeper. 


Teller/Cashier 



8 


Prepare purchased 
materials and the Store 
Requisition Slip (SRS). 

5 to 15 minutes 

Storekeeper/Supply 

Officer 


Store Requisition Slip 
(SRS) 
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Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

9 

Present the Official Receipt to 

the Storekeeper/Supply Officer 
when called. 

Check the OR and give the 

purchased materials. 

2 minutes 

Storekeeper/Supply 

Officer 



10 

Check if materials purchased are 

correct and complete, then sign 
the Store Requisition Slip (SRS) to 
acknowledge. 

Let the client sign in the 

SRS. 

2 minutes 

Storekeeper/Supply 

Officer 


Store Requisition Slip 
(SRS) 

END OF TRANSACTION 
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REQUESTFOR RECONNECTION [active gccguntj 


Schedule of Availability of Service: 

Monday to Friday 

8:00am to 5:00pm (no noon break) 


Who May Avail of the Service: 

TWD Concessionaires 


What are the Requirements: 

Statement of Account 


Duration: 

Filing of Request - 10 minutes 

Actual Reconnection Procedures - 15 to 30 minutes 

How to Avail of the Service: 


Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

1 

Proceed to the Teller/Cashier, 
settle the outstanding bill plus 
the reconnection fee. 

Process payment and 
issue Official Receipts 
(water bill and 
reconnection fee) and 
reconnection slip to 
concessionaire. 

4 minutes 

Teller/Cashier 

P 200.00 
plus the 
outstanding 
bill 

Official Receipt (OR) 
Reconnection Slip 

2 

Proceed to Customer Service 

Area and present the 
reconnection slip, and ORs. 
(water bill and reconnection fee). 

Inform the applicant on 

the schedule of the 
reconnection. 

2 minutes 

Customer Service 

Aide 
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Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

3 


Prepare SRF indicating the 
account details. 

3 minutes 

Customer Service 
Aide 


Service Request Form 
(SRF) 

4 

Sign the Service Request Form 

(SRF). 


1 minute 

Customer Service 

Aide 


Service Request Form 
(SRF) 

5 


Forward to maintenance 

crew the SRF for 
reconnection. 

2 minutes 

Customer Service 

Aide 



6 


Request for the water 

meter of the 

concessionaire and other 
materials needed for 
reconnection to 
Storekeeper/Supply 
Officer. 

5 minutes 

Maintenance Crew 

from CASD 



7 


Release materials to 

maintenance crews. 

5 minutes 

Storekeeper/Supply 

Officer 



8 

Wait for the maintenance crew 

for the reconnection of water 
meter. 

Reconnect water meter, 

test lines and let 
concessionaire sign the 
form to acknowledge. 

15 minutes 

Maintenance Crew 

from CASD 


Service Request Form 
(SRF) 

- END OF TRAIMSACTION 




Note: Cut-off time for reconnection is 3:00pm. All requests for reconnection filed from 3:01pm to 5:00pm will be attended to the next working day If request 
ho^Ttrelrme'day °" " V ' regardleSS Whether * * filed after the CUt ' off period ° f 3:00pm ' the request wNI be acted “P°" before the dosing of office 
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REQUEST FOR RECONNECTION [dormant account J 

Schedule of Availability of Service: 

Monday to Friday 

8:00am to 5:00pm (no noon break) 

Who May Avail of the Service: 

TWD Concessionaires 

What are the Requirements: 

Valid ID 

If the request is filed through a representative, an authorization letter and one (1) valid ID of the representative 

Duration: 

Filing of Request - 12 minutes 

Actual Reconnection Procedures - 15 to 30 minutes 


How to Avail of the Service: 


Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

i 

Register in the Visitor's Logbook 
located at the Public Assistance 
and Complaints Desk (PACD). 

Let the client fill-out 
details in the Visitor's 
Logbook. Direct client to 
proceed to Customer 
Service Area. 

1 minute 

Officer on the Day 
(in-charge at the 
PACD) 



2 

Inquire on the process of 

reconnection. 

Explain the process of 

reconnection. 

2 minutes 

Customer Service 

Aide 
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Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

3 


Prepare SRF indicating the 
account details. Print 
customer's ledger and 
hand over to 
concessionaire together 
with the SRF. 

2 minutes 

Customer Service 
Aide 


Service Request Form 
(SRF) 

4 

Sign the Service Request Form 

(SRF). 


1 minute 

Customer Service 

Aide 


Service Request Form 
(SRF) 

5 

Proceed to the Teller/Cashier, 

present the SRF and ledger and 
settle the outstanding bill plus 
the reconnection fee. 

Process payment and 

issue Official Receipts 
(water bill and 
reconnection fee) and 
reconnection slip to 
concessionaire. 

4 minutes 

Teller/Cashier 

P 200.00 
plus the 
outstanding 
bill 

Official Receipt 
Reconnection Slip 

6 

Go back to Customer Service 

Area and present the SRF, 
reconnection slip, and ORs (water 
bill and reconnection fee). 

Inform the applicant on 

the schedule of the 
reconnection. 

2 minutes 

Customer Service 

Aide 



7 


Forward to maintenance 

crew the SRF for 
reconnection. 

2 minutes 

Customer Service 
Aide 
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Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

8 


Request for the water 
meter of the 

concessionaire and other 
materials needed for 
reconnection to 
Storekeeper/Supply 
Officer. 

5 minutes 

Maintenance Crew 
from CASD 


Store Requisition Slip 

9 

Wait for the maintenance crew 

for the reconnection of water 
meter. 

Reconnect water meter, 

test lines and let 
concessionaire sign the 
form to acknowledge. 

15 minutes 

Maintenance Crew 

from CASD 


SRF 



END OF TRANSACTION 
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REQUESTfOR METER TRANSFER 

Schedule of Availability of Service: 

Monday to Friday 

8:00am to 5:00pm (no noon break) 

Who May Avail of the Service: 

TWD Concessionaires 

What are the Requirements: 

One (1) valid ID 

If the request is filed through a representative, an authorization letter and one (1) valid ID of the representative 

Duration: 

Filing of Request - 8 minutes 

Meter Transfer Procedures - 15 to 30 minutes 

How to Avail of the Service: 


Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

1 

Register in the Visitor's Logbook 
located at the Public Assistance 
and Complaints Desk (PACD). 

Let the client fill-out 
details in the Visitor's 
Logbook. Direct client to 
proceed to Customer 
Service Area. 

1 minute 

Officer of the Day 
(in-charge at the 
PACD) 



2 

Inquire on the process of meter 

transfer and submit the 
necessary requirements. 

Explain the process of 

meter transfer. 

3 minutes 

Customer Service 

Aide 



3 


Prepare the Service 

Request Form (SRF). 

3 minutes 

Customer Service 

Aide 


Service Request Form 
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Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

4 

Sign the SRF and confirm 
schedule of site inspection. 


1 minute 




5 


Coordinate with the 

Construction and 
Maintenance Division 
(CMD) for the schedule of 
inspection. 

2 minutes 

Customer Service 

Aide 



6 


Conduct the site 

inspection. Inform client 
of the procedures and 
materials needed and to 
go to TWD office to pay 
the meter transfer fee. 
Forward SRF to CSAs with 
complete details of the 
action taken. 

15 minutes 

Field Inspector 

(CMD) 



7 

Go back to TWD office, register 

again in the Visitor's Logbook and 
proceed to the Customer Service 
Area and inform CSAs that site 
inspection is done. 

Hand-in the SRF and 
advise client to pay to the 
Teller/Cashier. 

1 minute 

Customer Service 
Aide 



8 

Pay to the Teller/Cashier. Get 

the OR, signed SRF and the 
change (if there is any) before 
leaving the counter. 

Process payment, issue 
Official Receipt and sign 
the SRF. 

3 minutes 

Cashier 

P 200.00 

Official Receipt (OR) 
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Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

9 

Go back to Customer Service 

Area, present the OR and signed 
SRF and confirm the meter 
transfer schedule. 

Inform the concessionaire 

to advise the office when 
water lines are ready for 
transfer/installation as per 
instruction of the 
inspector. 

2 minutes 

Customer Service 
Aide 



10 

Contact our office to inform us 

that water line is ready. Confirm 
schedule of meter transfer. 

Endorse SRF to CMD. 

2 minute 

Customer Service 

Aide 



11 

Wait for our maintenance crews 

for the transfer of the water 
meter. 

Conduct meter transfer, 

test lines and let 
concessionaire sign the 
form to acknowledge. 

15 minutes 

Maintenance Crew 

(CMD) 


Service Request Form 

END OF TRANSACTION 

















TWD Citizen’s Charter 


24 


REQUEST FOR PMUM PA YMENT 

Schedule of Availability of Service: 

Monday to Friday 

8:00am to 5:00pm (no noon break) 

Who May Avail of the Service: 

TWD Concessionaires 


What are the Requirements: 

Valid ID 

Statement of Account 

If the request is filed through a representative, an authorization letter and one (1) valid ID of the representative 


Duration: 

30 minutes 


How to Avail of the Service: 


Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

1 

Register in the Visitor's Logbook 
located at the Public Assistance 
and Complaints Desk (PACD). 

Let the client fill-out 
details in the Visitor's 
Logbook. Direct client to 
proceed to Customer 
Service Area. 

1 minute 

Officer of the Day 
(in-charge at the 
PACD) 



2 

State the intention of requesting 

partial payment (water bill or 
service connection fee). State 
the reason why the need for 
such. 

Evaluate concessionaire's 

account. If in good 
standing, compromise the 
terms of payment with 
the client. If not, inform 
the client the reason of 
disapproval. 

5 minutes 

Customer Service 

Aide 
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Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

3 


If the client is qualified, 

prepare the Promissory 
Note (PN), explain the 
payment terms to the 
client once again. 

5 to 10 minutes 

Customer Service 

Aide 

As stated in 
the PN 
schedule 

Promissory Note (PN) 

4 

Acknowledge the terms and 

conditions stipulated and sign the 
PN. 

Advise client to wait to be 

called. Forward the PN to 
the Head of Customer 
Account and Services 
Division. 

1 minute 

Customer Service 

Aide 



5 


Verify and sign the PN. 

Forward to the Office of 
the General Manager for 
final approval. 

5 minutes 

Head, CASD 

Customer Service 
Aide 


1 —- 

6 


Sign the PN. 

5 minutes 

General Manager 



7 

Proceed to the Teller/Cashier 
when called and pay the partial 
payment as agreed upon. Get 
the OR, signed PN and count the 
change (if there is any) before 
leaving the counter. 

Process payment, issue 
Official Receipt and sign 
the PN. Note the date, 
amount paid and OR #. 

2 minutes 

Teller/Cashier 


Official Receipt 
Promissory Note 

8 

Go back to Customer Service 

Area, present the OR and the 
signed PN. 

Advise client to pay on or 

before the agreed 
schedule to avoid 
additional charges or 
disconnection. 

1 minute 

Customer Service 

Aide 



-.. _. . END OF TRANSACTION 
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REQUEST FOR CHANGE OFACCOUNTNAME 

Schedule of Availability of Service: 

Monday to Friday 

8:00am to 5:00pm (no noon break) 

Who May Avail of the Service: 

TWD Concessionaires 

What are the Requirements: 

One (1) valid ID 

If the request is filed through a representative, an authorization letter and one (1) valid ID of the representative 


Duration: 

13 minutes 

How to Avail of the Service: 


Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

1 

Register in the Visitor's Logbook 
located at the Public Assistance 
and Complaints Desk (PACD). 

Let the client fill-out 
details in the Visitor's 
Logbook. Direct client to 
proceed to Customer 
Service Area. 

1 minute 

Officer of the Day 
(in-charge at the 
PACD) 



2 

Inquire on the process of change 

of account name and submit 
requirements for verification. 

Verify account records 

and the requirements 
submitted. Explain the 
process of change of 
account name. 

3 minutes 

Customer Service 

Aide 
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Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

3 


Prepare the Service 

Request Form (SRF). 

3 minutes 

Customer Service 

Aide 


Service Request Form 

4 

Sign the SRF. 

Advise the client to pay 

the fee for the change of 
account name to the 
Teller/Cashier. Hand-in 
SRF. 

1 minute 

Customer Service 

Aide 


Service Request Form 

5 

Pay to the Teller/Cashier. Get 

the OR, signed SRF and the 
change (if there is any) before 
leaving the counter. 

Process payment, issue 

Official Receipt and sign 
the SRF. 

2 minutes 

Cashier 

P 20.00 

Official Receipt 
Service Request Form 

6 

Go back to Customer Service 

Area, present the OR and signed 
SRF. 

Inform the client on the 

effectivity of the request. 

3 minutes 

Customer Service 

Aide 



END OF TRANSACTION 
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REQUEST FOR REFUND ON SERVICE CONNECTION FEE 

Schedule of Availability of Service: 

Monday to Friday 

8:00am to 5:00pm (no noon break) 

Who May Avail of the Service: 

TWD Concessionaires 

What are the Requirements: 

Valid ID 
Official Receipt 
Letter of Intent 

If the request is filed through a representative, an authorization letter and one (1) valid ID of the representative 

Duration: 

Filing of request - 6 minutes 

Claiming the check - 6 minutes (client is advised to come back after two (2) days to claim the check) 

How to Avail of the Service: 


Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

1 

Register in the Visitor's Logbook 
located at the Public Assistance 
and Complaints Desk (PACD). 

Let the client fill-out 
details in the Visitor's 
Logbook. Direct client to 
proceed to Customer 
Service Area. 

1 minute 

Officer of the Day 
(in-charge at the 
PACD) 



2 

State the intention of requesting 

for a refund of the paid service 
connection fee wherein service is 
not yet installed. 

Validate the request, ask 

for the requirements and 
prepare the Refund 
Authorization Form (RAF). 

3 minutes 

Customer Service 
Aide (CSA) 


Refund Authorization 
Form (RAF) 
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Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

3 

Sign the RAF. 

Forward the RAF to the 

Head of Customer 
Account and Services 
Division (CASD). 

1 minute 

Customer Service 

Aide 



4 


Advise the client to come 

back after two (2) days to 
claim the check. 

1 minute 

Customer Service 

Aide 



5 


Sign the RAF for approval. 

5 minutes 

Head, Customer 

Account and 
Services Division 



6 


Forward the RAF to the 

Accounting and Cash 
Management Division 
(ACMD). 

1 minute 

Customer Service 

Aide 



7 


Process the RAF, prepare 

voucher and check. 

One (1) day 

Accounting 

Staff/Processor 



8 

After two (2) days, come back to 

claim the refund. Register again 
in the Visitor's Logbook. 

Accompany client to the 

ACMD office and endorse 
to Accounting staff 

2 minutes 

Customer Service 

Aide 



9 

Present valid ID. 

Let the client sign in the 

logbook, verify ID 
presented. 

2 minutes 

Accounting 

Staff/Processor 



10 

Sign the check voucher. 

Hand the check and 

explain how to encash the 
said check. 

2 minutes 

Accounting 

Processor 
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Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

11 


Secure copies of refund 

documents, attach to 
Service Application and 
Construction Order 
(SACO) form, record and 
file. 


Customer Service 
Aide 



.... END OF TRANSACTION 
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REQUEST FOR REFUND ON CALIBRATION OR TRANSFER FEE 

Schedule of Availability of Service: 

Monday to Friday 

8:00am to 5:00pm (no noon break) 

Who May Avail of the Service: 

TWD Concessionaires 


What are the Requirements: 

Valid ID 
Official Receipt 
Letter of Intent 

If the request is filed through a representative, an authorization letter and one (1) valid ID of the representative 


Duration: 

Filing of request - 17 minutes 


How to Avail of the Service: 


Step 

Applicant/Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

i 

Register in the Visitor's Logbook 
located at the Public Assistance 
and Complaints Desk (PACD). 

Let the client fill-out 
details in the Visitor's 
Logbook. Direct client to 
proceed to Customer 
Service Area. 

1 minute 

Officer of the Day 
(in-charge at the 
PACD) 



2 

State the intention of requesting 

for a refund of the paid 
calibration or transfer fee which 
is not yet availed. 

Validate the request, ask 

for the requirements and 
prepare the Refund 
Authorization Form (RAF). 

3 minutes 

Customer Service 

Aide (CSA) 


Refund Authorization 
Form (RAF) 
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Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

3 

Sign the RAF. 

Forward the RAF to the 

Head of Customer 
Account and Services 
Division (CASD). 

1 minute 

Customer Service 

Aide 



4 


Sign the RAF for approval. 

5 minutes 

Head, Customer 

Account and 
Services Division 



5 


Forward the RAF to the 

Accounting and Cash 
Management Division 
(ACMD). 

1 minute 

Customer Service 

Aide 



6 

Proceed to the Accounting office 

when called. 

Accompany client to the 

ACMD office and endorse 
to Accounting staff. 

2 minutes 

Customer Service 

Aide 



7 

Present valid ID. 

Let the client sign in the 
logbook, verify ID 
presented. 

2 minutes 

Accounting 

Staff/Processor 



8 

Sign the petty cash voucher. 

Hand the cash and have 

the voucher signed by the 
client. 

2 minutes 

Accounting 

Processor 



END OF TRANSACTION 
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RESPONSE TO INQUIRIES (Walk-in) 

Schedule of Availability of Service: 

Monday to Friday 

8:00am to 5:00pm (no noon break) 

Who May Avail of the Service: 

General Public 

What are the Requirements: 

None 

Duration: 

Simple queries - 6 to 15 minutes 

With service request - 1 to 3 days 

How to Avail of the Service: 


Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

1 

Register in the Visitor's Logbook 
located at the Public Assistance 
and Complaints Desk (PACD). 

Let the client fill-out 
details in the Visitor's 
Logbook. Direct client to 
proceed to Customer 
Service Area. 

1 minute 

Officer of the Day 

(in-charge at the 
PACD) 



2 

Inquire matters which may 

include but not limited to: 

a. high consumption 

b. dirty water 

c. low pressure 

Reply to simple queries. If 

client has service request, 
get the details and 
prepare Service Request 
Form. 

5 to 15 minutes 

Customer Service 

Aide 


Service Request Form 
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Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 


d. wrong reading 

e. re-reading 

f. no water 

g. change meter 

h. stolen meter 

i. others 






3 

Confirm the possible schedule 

for request to be acted upon. 

Schedule and assign the 

SRF for appropriate 
action. 

1-3 minutes 

Customer Service 

Aide 


Service Request Form 
(SRF) 

4 


Act upon the request of 

the concessionaire. Let 
concessionaire sign the 
SRF. 

Less than two (2) 

days 

Maintenance Crew 

(CASD/CMD/WRPPD) 



5 

Sign the SRF to acknowledge. 






6 


Record the action done 

and forward the SRF to 
CSA. 

3 minutes 

Maintenance Crew 



7 


File the SRF. 

2 minutes 

Customer Service 

Aide 



. - „ END OF TRANSACTION 
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RESPONSE TO INQUIRIES via PHONE CALL DURING OFFICE HOURS 

Schedule of Availability of Service: 

Monday to Friday 

8:00am to 5:00pm (no noon break) 

Who May Avail of the Service: 

General Public 

What are the Requirements: 

None 

Duration: 

Simple queries - 2 to 5 minutes 

With service request - 11 minutes 

If request is filed between 8am to 12nn, it will be scheduled afternoon (1pm to 5pm) of the same day. 
If request is filed between 1pm to 5pm, it will be scheduled morning the following day (8am to 12nn). 

How to Avail of the Service: 


Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

1 

Request for assistance via 
phone. State full name, 
complete address, account 
number (if existing 
concessionaire) contact number 
and the nature of inquiry or 
assistance needed. 

Acknowledge and record 
caller's given details and 
reply to simple queries. 

For follow-up of existing 
service request; verify the 
status and the action taken. 

If caller has service request , 
get the details of request 
and prepare Service Request 
Form (SRF). 

2-5 minutes 

1-3 minutes 

Customer Service 
Aide (CSA) 

Customer Service 
Aide (CSA) 


Service Request Form 
(SRF) 
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Step 

Applicant/Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

2 

Confirm the possible schedule 

for request to be acted upon. 

Schedule and assign the 

SRF for appropriate 
action. 

1-3 minutes 

Customer Service 
Aide 


Service Request Form 
(SRF) 

3 


Act upon the request of 

the concessionaire. Let 
concessionaire sign the 
SRF. 

Less than two (2) 
days 

Maintenance Crew 
(CASD/CMD/WRPPD) 



4 

Sign the SRF to acknowledge. 






5 


Record the action done 

and forward the SRF to 
CSA. 

3 minutes 

Maintenance Crew 
(CASD/CMD/WRPPD) 



6 


File the SRF. 

2 minutes 

Customer Service 
Aide 



END OF TRANSACTION 
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RESPONSE TO INQUIRIES via PHONE CALL AFTER OFFICE HOURS AND DURING HOUDAYS 

Schedule of Availability of Service: 

24/7 

Who May Avail of the Service: 

General Public 

What are the Requirements: 

None 

Duration: 

8 minutes to 2 hours 

How to Avail of the Service: 


Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

1 

Request for assistance via phone. 

Get account data of caller 
and reply to simple 
queries. If caller has 
service request, get the 
details of request and 
prepare Service Request 
Form (SRF). If query is 
regarding client's billing 
account, simply request 
caller to call the next 
working day. 

2 to 5 minutes 

Pump Operator on 
duty 


Service Request Form 
(SRF) 
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Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

2 


If required assistance is 
complex such as leak 
repair, visit the reported 
area and do the necessary 
action. If it is not possible 
to do it alone, contact 
other maintenance crew 
to act upon the situation. 

10 minutes - 2 hours 

Pump Operator on 
duty 



3 


Complete the SRF, include 

the nature of the action 
taken. 

2 minutes 

Pump Operator on 
duty 



4 

Sign the SRF to acknowledge the 

action done. 


1 minute 




END OF TRANSACTION 
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APPLICATION FOR SENIOR CmZEN DISCOUNT AV AILMENT 

Schedule of Availability of Service: 

Monday to Friday 

8:00am to 5:00pm (no noon break) 

Who May Avail of the Service: 

Senior Citizen 

What are the Requirements: 

■ Fully accomplished application form 

■ Photocopy of Senior Citizen ID (original copy to be presented for verification) 


Duration: 

Filing of Application - 13 minutes 

How to Avail of the Service: 


Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

1 

Register in the Visitor's Logbook 

located at the Public Assistance 
and Complaints Desk (PACD). 

Let the client fill-out 
details in the Visitor's 
Logbook. Direct client to 
proceed to Customer 
Service Area. 

1 minute 

Officer of the Day 
(in-charge at the 
PACD) 















TWD Citizen’s Charter 


40 


Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

2 


Gives orientation about 
policies on senior citizen 
discount in accordance 
with Republic Act No. 
9994 and other TWD 
policies. 

7 minutes 

Customer Service 
Aide 



3 

Fill-out application form. 

Explain areas to be filled 
up. 

3 minutes 

Customer Service 
Aide 



4 

Submit the fully accomplished 

application form with necessary 
requirements. 

Screen the application 
form and the 
requirements. 

Inform the client of the 
effectivity of the discount. 

2 minutes 

Customer Service 
Aide 



END OF TRANSACTION 
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REQUEST FOR METER SAFEKEEPING (VOLUNTARY DISCONNECTION) 

Schedule of Availability of Service: 

Monday to Friday 

8:00am to 5:00pm (no noon break) 

Who May Avail of the Service: 

TWD Concessionaires 

What are the Requirements: 

One (1) valid ID 

If the request is filed through a representative, an authorization letter and one (1) valid ID of the representative 

Duration: 

Filing of request - 9 minutes 

How to Avail of the Service: 


Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

1 

Register in the Visitor's Logbook 
located at the Public Assistance 
and Complaints Desk (PACD). 

Let the client fill-out 
details in the Visitor's 
Logbook. Direct client to 
proceed to Customer 
Service Area. 

1 minute 

Officer of the Day 
(in-charge at the 
PACD) 



2 

Inquire on the process of meter 

safekeeping (voluntary 
disconnection) and submit 
requirements for verification. 

Verify account records 

and the requirements 
submitted. Explain the 
process of meter 
safekeeping (voluntary 
disconnection). 

2 minutes 

Customer Service 
Aide 
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Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

3 


Prepare the Service 

Request Form (SRF). 

3 minutes 

Customer Service 
Aide 


Service Request Form 

4 

Sign the SRF. 


1 minute 




5 


Advise client to wait for 

his final bill within one (1) 
month and settle it 
immediately.* 

2 minutes 

Customer Service 
Aide 



6 

Once the final bill was received, 

come back to finalize the process. 
Go back to TWD office, register 
again in the Visitor's Logbook and 
proceed to the Customer Service 
Area. 

Verify Statement of 

Account (SA), hand-in the 
customer ledger, and SRF. 
Advise client to proceed to 
Teller/Cashier and pay the 
outstanding bill. 

2 minutes 

Customer Service 
Aide 


Statement of Account 
Customer Ledger 

7 

Pay to the Teller/Cashier. Get 

the OR, signed SRF and the 
change (if there is any) before 
leaving the counter. 

Process payment, issue 

Official Receipt and sign 
the SRF. 

3 minutes 

Cashier 


Official Receipt 

8 

Go back to Customer Service 

Area, present the OR and signed 
SRF and confirm the schedule of 
disconnection. 

Inform the client on the 

schedule of the 
disconnection/safekeeping 
of water meter. 

3 minutes 

Customer Service 
Aide 



9 

Wait for our maintenance crews 

for the transfer of the water 
meter; sign the form to 
acknowledge the action taken. 

Conduct disconnection, 

and let concessionaire sign 
the form to acknowledge. 

10 to 15 minutes 

Maintenance Crew 
(CASD) 


SRF 

END OF TRANSACTION 

*tu:~ -i —_ a-__al _ _• • i in ■ ... . . . :. .. .... : .~. : ~ ...- ----- 




This is done to cover the remaining unbilled consumption so that by the time comes the client wishes to have his account reconnected, he only needs to settle 
the reconnection fee of P200.00. 
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REQUEST FOR METER CALIBRATION 

Schedule of Availability of Service: 

Monday to Friday 

8:00am to 5:00pm (no noon break) 

Who May Avail of the Service: 

TWD Concessionaires 

What are the Requirements: 

One (1) valid ID 

If the request is filed through a representative, an authorization letter and one (1) valid ID of the representative 

Duration: 

Filing of Request - 12 minutes 

Calibration Procedures - less than four (4) hours 

Reconnection After Calibration - less than three (3) hours 

How to Avail of the Service: 


Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

1 

Register in the Visitor's Logbook 
located at the Public Assistance 
and Complaints Desk (PACD). 

Let the client fill-out 
details in the Visitor's 
Logbook. Direct client to 
proceed to Customer 
Service Area. 

1 minute 

Officer of the Day 
(in-charge at the 
PACD) 



2 

Inquire on the process of meter 

calibration and submit the 
requirements. 

Explain the process of 
meter calibration. 

3 minutes 

Customer Service 
Aide 
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Step 

Applicant / Client 

Service Provider 

Duration of Activity 
(Under Normal 
Circumstances) 

Person in Charge 

Fees 

Form 

3 


Prepare the Service 
Request Form (SRF). 

2 minutes 

Customer Service 
Aide 


Service Request Form 
(SRF) 

4 

Sign the SRF. 

Advise the client to pay 
the calibration fee to the 
Cashier. 

1 minute 

Customer Service 
Aide 



5 

Wait for your name to be called, 

hand over SRF and pay the 
calibration fee to the 
Teller/Cashier. 

Process payment, issue 
Official Receipt and sign 
the SRF. 

2 minutes 

Teller/Cashier 

P 100.00 

Official Receipt (OR) 

6 

Get the OR, signed SRF and count 

the change (if there is any) 
before leaving the counter. 


2 minutes 




7 

Go back to Customer Service 

Area, present the OR and signed 
SRF and confirm the calibration 
schedule. 

Inform the client on the 
schedule of the 
calibration. 

1 minute 

Customer Service 
Aide 



END OF TRANSACTION 
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FEEDBACK FORM 

Please let us know how we have served you. You may use this form for 
compliments, complaints, or suggestions. Simply check the 
corresponding box. 

□ Compliment | [ complaint 1 [ Suggestion 

Person(s) / Unit / Concerned or Involved:_ 

Facts or Details Surrounding the Incident: 


Recommendation(s) / Suggestion(s) / Desired Action from our Office: 


Name (optional) : _ 

Address : _ 

Contact Number(s) (if any ): - 

Email Address (if any) : - 

Signature : - 

Date: : - 

Thank you for your feedback. Rest assured that any information you 
have given us will be treated with utmost confidentiality. 
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Validated Water Bill Official Receipt 
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Cashier's Official Receipt 

























REPUBLIC OF THE PHILIPPINES 
TANZA WATER DISTRICT 

A. Soriano Highway, Tanza, Cavite 4108 
Tel. Nos: (046) 484-1814 / 505-2906 


SERVICE APPLICATION & CONSTRUCTION ORDER 


APPLICANT: 

CLASSIFICATION: 

INVESTIGATION OF 
APPLICAHON SYSTEM IS: 

ADDRESS : _ _ 

! 1 Residential 


No. Street Barangay 

1 1 Commercial 

1 1 ADEQUATE 

Town City 

TELEPHONE NO: 

1 1 Government 

1 1 NOT ADEQUATE 


.......... 

.. ,, .... 

I HEREBY APPLY FOR A WATER SERVICE 
CONNECTION SIZE_TO BE LOCATED AT 

VERIFIED BY: 

SERVICE CONNECTION 
REQUIREMENTS: 


Cashier 


I UNDERSTAND THE CONNECTION WILL 
NOT BE MADE UNTIL IT IS APPROVED AND 

O.R. NUMBER: 

Service Connection Number: 

ALL BASIC CHARGES ARE PAID. 

I ASSUME RESPONSIBILITY FOR THE 
METER AND ALL WATER THAT PASSES 
THROUGH THE CONNECTION. I WILL 

AMOUNT: 

DATE: 

Meter Number: 

CONFORM TO THE RULES AND REGULATION 



OF THE WATER DISTRICT. 

RECOMMENDING APPROVAL: 

Account Number: 

APPLICANT'S SIGNATURE DATE 

OHRIfY M. RU8TIA SR. 





AVAILABILITY OF APPLICANT 

PLUMBING INSTALLATIONS: 

[ ] AVAILABLE 
[ ] NOT AVAILABLE 

General Foreman 
Construction and 
Maintenance Division 

INSTALLED/ TESTED BY; 

INVESTIGATED BY: 

APPROVED BY: 

MURA IRIS H. ARBNAL 

Plumber 

Date 


Division Manager B 


Date 

Customer Accounts and 
Services Division 


SKETCH OF LOCATION OF THE PROPOSED SERVICE: 


• 




Service Application and Construction Order 
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Republic of the Philippines 
TANZA WATER DISTRICT 
A.Soriano Highway, Tanza, Cavite 4108 
Tel. NO. (046) 484-1814 / 505-2906 


CONTRACT OF WATER SERVICE CONNECTION 


CONCESSIONAIRE:_ 

ADDRESS: _ 

WATER METER NO: _ 

BRAND:_ 

CLASSIFICATION:_ 

OATE: __;_ 

OFFICIAL RECEIPT NO: 


SERVICE CON. NO:. 

ACCT.NO:_ 

SIZE: _ 

INITIAL READING: 
INSTALLED BY:.... _ 
DATE INSTALLED: 
TEL. NO: _ 


Contract, is hereby made for the above water .service connection in accordance with the existing and to such 
other rules and regulations as may be implemented by the Tanza Water District. 


In addition, I hereby agree to the following: 

1. That I shall pay fully all related costs for service connection before installation 

2. That m case of any defect, damage or loss of the water meter, I will inform the TWD Immediately, and 
whatever cause except force majeure or other natural event, I shall bear the cost of repair or replacement 
of such. 

3. That d>e TWO shall not be liable for whatever consequence that may result from any water interruption or 
to any unforeseen circumstances or for repair/ maintenance operation. 

4. That in any case I would no longer avail of the services, I shall Inform the TWD days before the effective 
date. 

5. That I shall pay. my monthly billings within two (2) weeks from the date of the billing otherwise a surcharge 
of ten percent (10%) shall be applied. 

6. That the water meter particularly described above shall be for the exclusive use only of the above-named 
concessionaire. * 

7. That 1 snail abide by the provisions of P.D. 198 (As amended by P.D. No. 768 and 1479) as stated 
hereunder: 


Section 31 - Protection of Wat er an d EatititfcS of thi s . Pi$tn£ t 

Safeguard and protect the use of its water. For this purpose, any person who installs any water 
connection without the previous authority from the Water District established under this decree or 
larnpas water meters shall upon conviction, be punished by Prison Correctional in its miamum pencd, 
or a fine ranging from TWO THOUSAND PESOS to SIX THOUSAND 

committed with the connivance or permission of an employee or officer of the DLtnct, hc/she shall, 
upon conviction, be punished by a penalty one degree lower than P rison Correction al in its minimum 
period and forthwith be dismissed and perpetually disqualified for employment in any utility or service 
oompany owned or controlled by the government. 

Reconivection fee is P 200.00 

That I shall abide by the terms and conditions stipulated in this contract for water service connection. 


IN WITNESS WHEREOF, 


1 have hereunto set 


my hand on this 


day of 


FOR TANZA WATER DISTRICT. 

BY: 

ENGR. MVR N* P- BOBAPILLA 

General Manager 


Concessionaire 


Contract of Water Service Connection 

































































Republic of the Philippines 

TANZA WATER DISTRICT 

Tanza, Cavite 


Received from Mr. / Ms. / Mrs. _ 

the sum of pesos _ (Php _) 

in payment for the following: 


Description 

Quantity 

Unit Price 

Amount 

Bell Reducer 3/4xl/2 

1 pc. 

43.87 

43.87 

Nipple 

1 pc. 



Nipple 

1 pc. 



Nipple 

1 pc* 



Elbow 6.1.1/2 


23.27 

23.27 

Replacement Piece 1/2 

1 pc. 

70.20 

70.20 

Union Patente 1/2 

1 pc. 

73.97 

73.97 

Teflon 

5 pcs. 

13.65 

68.25 

P. E. Tube 1/2 


14.50 


1 









Prepared by: 


O.R. No.: [ 
Date: 


Purchase Slip {for new service connection applicant) 


TWD Citizen’s Charter 



TAN2A WATER DISTINCT 

Tanza, C a vice 

iu'uvfai Nvto./Mrs ____ ___ 

in.. . ..I ---- - — -- - * . 

1,1 J,..>nu .1. US l\u> KHlowlaO* 


- I>TjCRIPTION 

QUANTITY 1 

[ UNIT PRICE 

AMOURI 

~ —-~ . 




. 












, 




r„ j »*.. .n*> . ° R Ko \ 1 

D*ic: 


Purchase Slip 























































FOR RECONNECTION 



ACCOUNT NAME 


SERVICE ADDRESS 


ACCOUNT NUNBER 


METER NUMBER 


O.R. NUMBER 


FOR 

RECONNECTION 

DATE 


ACCOUNT NAME 


SERVICE ADDRESS 


ACCOUNT NUNBER 


METER NUMBER 


O.R. NUMBER 


PREPARED BY : RECEIVED BY: 


Reconnection Slip 


TWD Citizen’s Charter 



Service Request Form 



















































































Republic of the Philippines 
TANZA WATER DISTRICT 
A.Soriano Hlghway.Tnnza, Cavite 



Republic of Ihe Philippines 

TANZA WATER DISTRICT 

Tanza, Cavite 

REQUISITION SLIP 


arr. 

UNIT 

PARTICULARS 

SIZE 

UNIT 

COST 

TOTAL AMOUNT 



01 Stand Pip. 












_ 

01 Ntppl* 






01 Tm 






Ol Tea ftoducor 






Ball valva 




! 


Ol Plus 




1 

1 

Ol Coupling 






Ol Elbow 






Ol Elbow Raducar 






Mlg Rap. Ploco 






T— M»S_ 






Tm Ms RNucw 






PE Tub* 






Union Mlg 






Union Mlg Roduoar 






Tall Ploco 






Teflon 






Motor soal 






Wat ar Mater 





New Service Connection ns per M.O. no. _ 


Requisitioned by: 


Received ebova Item by: 


Poeted to Bln Cent 


Poeted to Stock Card: 


Requisition Slip (for new service connection) 



Date:- b .M. #: 

Concessionaire:_ 

Address:__ 


Qty. 

Particulars 

Size 

Amount 


Gl Stand Pipe 




Gl Nipple 




Gl Nipple 




GITee 




Gl Tee Reducer 




Ball valve 




Gl Plug 




Gl Coupling 




Gl Elbow 




Gl Elbow Reducer 




Mlfl Rep. Piece 




Tee Mia 




Tee Mlg Reducer 




PE Tube 




Union Mlg 




Union Mlg Reducer 




Tall Piece 




Teflon 




Meter seal 




Water Meter 



OTHERS: 














Total Amount of Materials Php 

Date :__ 


Prepared by: Received by: 


Inspector 


Customer Service Asst 


Bill of Materials 


TWD Citizen’s Charter 


REPUBLIC OF THE PHILIPPINES 

TANZA WATER DISTRICT 

A.Soriano Highway, Tanza, Cavite 

MAINTENANCE ORDER FOR NEW SERVICE CONNECTION 


Concessionaire:.^ 
Service Address 
Account Number:. 


Service Connection Number:. 


. M.O. No. _ 

Meter Njmber: 
Meter Reading: . 
Payment Date: 


Description or work: SERVICE CONNECTION 

(_with excavation) (_Tap ) 


Gl Nipple 

Tee Mk) Reducer 

Gl Nipple 

PE Tube 

r GiTee 

Union Mlg 

Gl Tee Reducer 

Union Mlg Reducer 

Ball valve 

Tall Piece 

Gl Pluc 

Teflon 

Gl Coupling 

Meter Seal 

Gl Elbow 

Water Meter 

Gl Elbow Reducer 

Others: 

Mig Rep. Piece 


'Tee Mia 



Prepared and Verified by: 


JHELLO D. ARCA 
Survey Aide 


Approved by: 


MIRA IRIS H. ARENAL 

□.vision Manager B, CASD 


Date of Work Completion:. 
Received by: 

Comrmciai Aide 


Maintenance Order 























































































































































































Acct. Name: 
Address: 

Date of Birth: 



Republic of the Philippines 
TANZA WATER DISTRICT 
A. Soriano Highway, Tanza, Cavite 4108 
Tel. (046) 505-2906/(046) 484-1814 

APPLICATION FOR SENIOR CITIZEN DISCOUNT AVAILMENT 

ASCDA No. _ 


Meter No: 
Account No: 
Tel. No: 


DOCUMENTARY REQUIREMENTS SUBMITTED: 

CD APPLICATION FORM CD RENEWAL 

□ PROOF OF RESIDENCE 

CD WATER BILL 

CD COMMUNITY TAX CERTIFICATE 

O VALID SENIOR CITIZEN I.D. CARD NO: 

CD OTHER I.D.s PRESENTED:_ 

CD AUTHORIZATION LETTER (If applying through representative) 

CD VALID I.D. OF THE REPRESENTATIVE 
Note: Annual renewal of application Is required. 

RECEIVED & EVALUATED BY: 


Customer Service Aide 

CONDITIONS FOR THE AVAILMENT: 

1. The Senior Citizen must be a resident of the household and can only avail one connection discount. 

2. Consumption should not exceed 30 cubic meters. 

3. This Is granted per household regardless of the number of senior citizens living therein. 

4. Meter registration should be in the name of the senior citizen. 

5. Water connection must be residential. 

It Is understood that I am fully aware of the conditions for availment and that I agree to abide by all its terms. 

IN WITNESS WHEREOF, I affix my signature this_day of_2016 at Tanza, Cavite, Philippines. 

CONFORME: APPROVED BY: NOTED BY: 

ENGR. MYRNA P. BOBADILLA 

General Manager 
Res. Cert. No. __051,923 4 .3_.. 
Issued on 01/08/2016 
Issued at Tanza. Cavite 


SUBSCRIBED AND SWORN to before me this_day of_2016 at Tanza, Cavite, Philippines. 

Doc. No. _ 

Page No. _ 

Book No. _ 

Series of _ 


Signature Over Printed Name 

Res. Cert. No._ 

Issued on _ 

Issued at _ 


fyfl.RAIRiSH.ApENAl 

DMB, CASD 

Res. Cert. No. 05192311 
Issued on _MmmL 
Issued at Tanza, Cavite 


Cl incrDinirn sun CU/nOM in hnf/v-A mn thlr 


Application for Senior Citizen Discount Availment 


TWD Citizen’s Charter 


Promissory Note 



Republic of the Philippines 
TANZA WATER DISTRICT 
A.Soriano Highway, Tanza, Cavite 
Tel Nos: (046) 505-2906 / 484-1814 


Date: _ 

PN Ho: 


PROMISSORY NOTE 


TO The GENERAL MANAGER 

(SA) (Tagapangasiwang Pangkalahatan) 

filadcm: 

(Gnq. ): 

I___residing at _______ 

with account no. __promise to pay the Tanza Water District (TWD) 

(ay nargangakong magbabayad sa TWD) 

the sum of_L_____ 

(ng hatagang) 

(Pup___ ; __) on or before __ 

(sa petsa o bago magpetsa) 


Failure to pay trie id amount will mean disconnection of my water service connactrcn utter Wie 
compromise date, even without prior notice. 

(Aug hindi ko pagbabayad sa nasatung ha/aga ay nangangahuiugan rg aking pag-aycn na putukn ang 
plong serbisyo ng tuPig sa napagkasunduang araw kahtt na watang arumang pasabi o abiso). 


as payment, for 
(bitang kabayaran sa) 


Respectfully yours, 
(Lubos na gumagalang) 


Signature over printed name 
Contact No:_!_ 

ACCOUNTS SUMMARY: 

Account name: __ Total Amount Due: Php_ 

Account no:_‘_ Balance: Php- 


Prepared by: Approved by: Noted by: 

M1GOELA A. VILLALUZ MIRA IRIS H. ARENAL ENGR. MYRNA P. BOBADILLA 

Data Encoder DMC- Commercial Department General Manager 
































































Republic of the Philippines 

TANZA WATER DISTRICT 

A. Soriano Highway, Tanza, Cavite 4108 

NOTICE OF CALIBRATION 


Date: 


Name: 

Prepared by: 

Address: 

Reading before 
testing: 

Reading after 
testing: 



Account No: 

Nature of Request: 

O Requested O Not Requested 

Meter No: 

Tested / Calibrated by: 

Reason for Calibration: 

Q Reconnection 
□ High/Low Cons. 

O Stuck Up 
a Others: 

Result: 

CD Passed % 

a Failed_% 

Recommendation: 





Notice of Calibration 


TWD Citizen’s Charter 


Republic of the Philippines 
TANZA WATER DISTRICT 
A.Soriano Highway, Tanza, Cavite 

SERVICE INSPECTION ORDER 

CONCESSIONAIRE: __ _ Date Applied 

SERVICE ADDRESS: _ Date of Payment 

let Inspection | 1 Date of Inspection: _ 

Remarks: __ _ 


Investigated by:_ 

Signature 

Thl* is to acknowledge the Inspection made by TWO personnel. I will Inform 
TWO after the completion of stub out aa required. 

Acknowledged by:_ 

Signature over Printed Name 

2nd Inspection I I Date of Inspection _ 

Remarks:_ 


Investigated by:_ 

Signature 

Acknowledged by:_ 

Signature over Printed Name 



Service Inspection Order 








































i 



A. Soriano Highway, Tanza, Cavite 4108 
Tel. No: (048) 484-1814 • Tel ./Fax No: (046) 505-2906 
HoDtna Nos.: (046) 695-5436 / 484-8090 
NON-VAT REG. TIN 001-898-705-000 


0 


STATEMENT OF ACCOUNT 

no. -85775 

NAME: RENE B, PEL MUNDO 

ADDRESS:Udasca Subd. , Biwas, Tanza, 

ACCOUNT NUMBER131 -12-0298 METER NUMBER: 301964 

RATE CLASS: 012 DUE DATE: 02/19/16 


PERIOD COVERED 

READINGS 

CU.M USED 

FROM 

TO 

PREVIOUS 

PRESENT 

oi/oa/16 

02/0S/16 

611 

619 

8 


CURRENT 

160,00 


ARREARS 

0.00 


SC DISC. 



OTHERS 


TOTAL AMOUNT DUE 

180.00 

PENALTY AFTER DUE DATE 

IB.00 

TOTAL AFTER DUE DATE 

198.00 


Message Details *** PAtiMfiSfA *** 


mMftGOISIfiftV ALAS PO MS TAKA UATER DISTRICT Hft HAY SftGAUI* H 
XftttlNK '•FLUSHIMS” Sfl HSU SUIIUSUHOD If ft FETSfti 

ftORUAHV 10- 2ul6 AT MARCH 09, JtyU 


himihimsi n um m imw tm-rww* mm poms salakat 1 



-TINS STATEMENT OF ACCOUNT SHAU. BE VAUO FOR 
a-SaSr^.BSggag yMjS.HMMi^ FIVE (31 YEARS FROM THE flATT OF ATP.* 

i MrtSww-n, 


Statement of Account 


TWD Citizen’s Charter 


TANZA WATER DISTRICT 

Tanza, Cavite 

STORE REQUISITION SLIP 


Requesting Division 



Approved by: 


Bookeeper: _ 


Store Requisition Slip 

























































































APPENDICES 



TWD Citizen’s Char 



S No, 251 * 
U No J 7 T 6 


®0«gr«BS Crfti{B^i{T%|JT«CS 
^Utto^Ramia 

Sljtrtumflj (Snagrws 

^rfc $prria( j&cs&ion 


Begun and field in Metro Manila, on Monday, me nineteenth day of 
February two thousand seven. 


| Republic Act No. 3485 ) 


AJv ACT TO IMPROVE EFFICIENCY IN IUL DELIVERY OF 
GOVERNMENT SERVXE TO THE PUBLIC BY REDUCING 
BUREAUCRATIC RED TAPE, PREVENTING GRAFT AND 
CORRUF110N, AND PROVIDING PENALTIES THEREFOR 


Be It enacted by the Smote and House of lUpramaeiives of 
the Philippine* in Congress assembled: 


Section 1. Short Title - This Act shall he known hs 
the “Anti-Red Tape Act ot ‘2O0T'. 

SEC. 2. Declaration of Policy. - It is hereby declared the 
policy of the Statu to promote integrity, accountability, proper 
managwraevr of public affairs and public property as well as 


0464192S34 


Feb 05 2009 3:35PM CSFO-Cevite,TMC 


P-3 


to octoblioh offariw prurfircs oimfri nr rhr pirypuFirn of yrafr 
and errrupmn in government. inwards tma ena, trte btate 
shall maintain honesty and responsibility among its public 
officials and employees, and shall take appropriate measures 
to promote transparency m each agency with regard to the 
wanner of transacting with the public, which shall encompass 
n prnfpwTn fnr thi: adoption of simplified procedures that will 

ittducv *vd u»pv a<«vl «i*pviL.Ufr l»«V.V«.W.liWMS ill gsv-i,ivmtnfc. 

SEC. 3. Coverage. - This Act shall apply to all 
government offices and agencies including local government 
unite and govarnmwnt-cwned or -controlled corporatior.a that 
provide frontline services aa defined in this Act, Those 
performing judirinl, quad-judicial, and Legislative fimetions are 
excluded from the coverage of this Act. 

SEC. 4. Definition of Terms. - As used in this Act, the 
following terms aro defined fxa follows: 

(a) ‘Simpl* Transactions" refer to requests cr 
application submitted by clients of a government office or 
agency which only require ministerial actions on the part of 
the pubitc officer or employee, or that which preaum only 
inconsequential issues for the resolution by an oftieur or 
employee of said government office. 

(b) “Complex Transactions” refer to requests or 
applications submitted by clients of « government office which 
necessitate the imn of HiHur«tion in the resolution cf complicated 
vanoa by an officer or employee of said government office, such 
transaction to be determined by the office concerned. 

(c) r Frontline Service? m refere to the prooeas or 
transaction between clients and government office8 or agencies 
involving applications for any privilege, right, permit, reward, 
licence, concession, o; for any modification renewal or 
extension of the enummcod applications and/or requests which 
hik acted upon in the ordinary oouroe of business <vf the 
agency or office concerned. 




Feb 05 2009 3:46PM 


CSF0-C*vite,TMC 
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($) "Action" Kjfcrs to tho written approval or disapproval 
made bv a government oik* « on rhe application or 

retiucbt submitted by a client for procking. 

(«) “Officer or Employee" refers to a person employed 
m a government office or agency required to perform specific 
duties and rospotwfoilitiw related to the application or request 
submitted by a client for processing. 


/a Irrelevant requirement** refer to any document or 
performance of an net not directly natonel to the resolution 
of ‘be issues raised in the request or turded m the application 
submitted by the client. 


f vj «Fixer* refers to any individual whether or not 
officially involved in the operation of a government office or 
agm-ry who has access to people working therein, end 
or not in collusion with them, facilitates speedy completion of 
transactions pecuniary gain or any other advantage or 
consideration 

SEC. 6. Btengineeiw ofSyultmt and Procedure*. All 
oftir.es and Agencies wldch provide t'tomUn, «mc„ ere 
hereby mandated to insularly undertake time and motion 
studies, undergo evaluation and itavrovemer.t of their 
transaction systems and procedures and re-engmeer Iho some 
if deemed necessary to reduce bureaucratic red tape and 
prorating time. 

SEC 6 Cidrill's Charter. - All government «»*««*« 
including departmanta, bureaus, offices. inatrunontaUtios or 
government-owned and/or controlled corporations, or local 
government or distinct mute obeli set up then respective 
Lrvite standard, to be known u» Uk tons Charter m ho 
form of information billboards which should be posted at the 
entrance of offices or at d. ml conspicuous pl*».“4 
in the form of publish'd materials written either m English, 
Fihpino, or in the local dialect, that detail: 

(a) The procedure to obtain « particular c«vke» 


(b) 


The poraoti/a sfesponoible for ^ach step; 


4 


(cl The maximum time to conclude the procesa; 

(d) The documents to be; presented by the customer, if 
necessary: 

(e) The amount cf fees, if necessary; and 

(ft The procedure for filing complaiuto, 

Site. 7 , Accountability cf the Hexds of Offices one 
Agvnci**. - The hsad of the ofnw or agency shall be pruaaniy 
responsible for the implementation of this Act arid shall he 
held accountable to the public in randenog fast, efficient, 
convenient and reliable service. All transactions and prow*** 
are deemed to hive been made vnth the pemntatun or dcaraace 
from the highest authority having jurisdiction over the 
government office or agency concerned. 

Sf.C. 8. Accessing Frontline Semens. - The following 
shall be adopted by all government office* and agencies: 

(a) Acceptance of Applications and Request - U) 
AH. officers or employees shall accept written applications, 
i-y-q u«*ts, and/or documents being submitted by clients of the 
office or agency- 

(2) The responsible officer or employee shall acknowledge 
receipt of such application. and/or request by writing or 
punting clearly thereon his/her name, the unit where hetehe 
connected with, and the time and dute of receipt. 

(9) The r*.e.ving officer or employer ahull perform a 
preliminary assessment of the request ho as to promote a more 
expeditious action cm request s. 

(b) Action of Offices - (1) All applications and/or 
requests submitted eha*3 be acted upon by die assigned^officer 
or omplcyee during th® period stated in the Citizen a Charter 






5 


which #ihull not be longer than five, working days in the case 
of simple transactions and ton (10) working days in the case 
of complex transactions from the date the request or 
application was received, Depending on the nature of the 
frontline services requested or the mandate of the office or 
agency under unusual circumstances, the maximum time 
prescribed above may be extended. Fnr the extension due to 
the nature of frontline aervicee or the mandate of the ofilca 
or agency concerned, the period for the delivery of frontline 
services shall be indicated in the Chaserfs Charter, The office 
or agency concerned shall notify the requesting party in 
writing of the reason for the extension and the final date of 
release for the extension and the final date of release of th« 
frontline eemce/fl requested 

iSl) No application 01 request shall be returned to the 
client without appropriate actios. In case an application or 
request :s disapproved, the officer or employee who rendered 
the decision shall send a formal notice to ih* client within 
live working days from the receipt of the request and/or 
application, utetins? therein the reason for the disapprove! 
including a list of specific require ment/s which the client failed 
to submit. 

(<:) Denial of Request Cut’ Aeneas to GovKintnenl Sena.* 

• Any denial of request fnr access to government service shall 
be fully explained in writing, macing the name of the person 
making the denial and the ground* upon which such denial 
is bared Any denial of request, is deemed tc have been made 
with the permission or clearance from the lughefat authority 
having jurisdiction over the government office or agency 
concerned, 

id) Limitation of Signatories - The number of signatory;? 
in any document $lu»‘,l be limited to a maximum of five 
signatures which shall represent officers directly supervising 
the office or agency concerned. 

fo) Adoption of Working Schedules to Serve Client* - 
Heads of offices and agencies which render frontline services 
shall adopt appropriate working schedules to ensure that all 
clients who arc within their premises prior tc the end of 
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official working hours arc attended to and served cyan during 
lunch break and after regular working hour a. 

(f; Identification Card - All employees transacting 
with the public shall be provided with an official identification 
card which should be visibly worn during office hours. 

(g) Establishment of Public Asaistance/'Coraplainta Desk 

Bach office or agency shall establish a public 
asaietance/complflintfi desk in aU their offices. 

SEC. H. Automatic Extension of Permits and Lict/ises. 
- If a government office or agency fads tc act on an 
application end/or request, for renewal of a license, permit or 
authority subject for renewal with in the preaaribed period, said 
permit, license or authority shall automatically be extended 
until a decision or resolution is rendered on the application 
for renewal: Provided, Thai the automatic extension shall not 
apply when the permit, license, or authority covers activities 
which pose danger to public health, public: safety, public 
morals or it> public poky including, but not limited to, natural 
resource extraction acuvities. 

SfcC. 10. Rfipoi + Cant Siurey. ■■ Ail offices and agencies 
providing frontline services *h;il Ixj subjected to a Report Card 
Survey to be initiated by the Civil Service Com mission. in 
coordination with the Development Academy of the Philippines, 
which shall be. used to obtain feedback on how provisions in 
the Citizen's; Charter ore being folio wed and how the agency 
is performing. 

The Report Card Survey shall also be uxed In obtain 
ixifcanaation and/or estimates of hidden costs incurreu by* clients 
to access frontline services which may includa, but is not 
limited to. bribes and payment to fixers. 

A feedback mechanism shall be established in all agencies 
covered by th:a Act and the results thereof shall be 
incorporated in tbeir annual report 
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SEC. 11. Violations. - After compliance with the 
substantive and procedural due process, the following shall 
constitute violations of this Act together with than* 
corresponding penalties: 

(a) Light Offense ~ (1) Refucal to accept application 
andfor request, within the prescribed period or any dlocumont 
being submitted by a client; 

(2) (failure to set <>n an application and/or request or 
failure to refer back to the client a request which cannot be 
acted upon due to lack of reqturement/a within the prescribed 
period; 

(3) Failure to attend to clients who ar* within the 
premises of the office or agency oonccrrjud prior tu the end 
of official working hours *nd! during lunch iveak; 

(4) Failure to render frontline services within the 
prescribed per.od on any application and/or request, without due 
cause; 

(6) Failure to give tbs client a written notice on the 
disapproval of an application or request: and 

(6) Imposition of additional iiteksvant requirements other 
than those listed if. the first notice. 

Penal tie a lor light offense shall be as follows: 

First Offense - Thirty (30) days suspension without 
pay and mandatory attendance in Values Orientation Program; 

Second Offense - Three months suspension without pay; 
and 


Third Offense - Dismissal and perpetual aiiiq unification 
from public service. 
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b) There in no other direct evidence available for the 
proper prosecution of the offense committed, except the 
testimony of said res^ndent/accused-infonsiam.; 

'-) 'Hie testimony of aaid rcapondenf eccused -informant 
can he subatantiatty corroborated in ite material points; 

d) The re spondentfaccused-informant baa not. been 
previously convicted of a crime involving moral turpitude; and 

e) Said rc'Spondent/acc'.wed-1nibrmant does not appear to 
be the most guilty. 

Evidence adduced m support of the discharge shall 
automatically form. part, of the records of the investigation. 
Should the investigating body or court deny the motion ox 
request for discharge ae y witnoec, hie/her sworn statement 
shall be inadmissible a h evidence. 

SRC. 16. Implementing Utiles and F&guJntions. - The 
fhvil Service Comroi-wiou. in (X)Ordm&tfon with the Dovebpmsnt 
Academy of tiie Philipplnea (DAP), the Office of the 
Ombudsman and the Presidential Anti-Graft Commission 
(PaGC), shall promulgate the* necessary rules and regulations 
within, ninety (9G) days from the cffectivity of this Act. 

SfcC 17. Separability Clnust* - If any provision of this 
Act .shall be declared invalid or unconstitutional, such 
declaration shall not affect the validity of the remaining 
provisions of this Act. 

SBC. 18. Repealing CJmttte. - Ait provisions of laws, 
preMideiihaJ decroe*. letters of instruction and other presidential 
jrtftuancea which arc incompatible or inconsistent with the 
provisions of this Act are hereby deemed amended or repealed. 
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Sec. 19. fifieciivity . - Hus Act shall take effect within 
fifteen (15) days foHwinfc its publication in the CHEou! Gamte 
or in two nations] newipapera of general circulation. 


Approved, 



DSEDEVENH^JA JR. 
Speaker of the House 
of Representatives 


MANNY VH EAR- 
President of tfu Senate 


This Act which is a consolidation of Senata Bill No, 2589 and 
House Bill No. 3778 was finally pawed by the Senate ;,nrf the. 
lloua* cf Representatives on February S, 2007 and 
February 20. 2007. respectively. 



Appniwcl 


) P. Na/aekko 

jury General 
A Representatives 


JUN 8 2 W 


'o£S<C s 

Secretary of the Senate 


CJ-OI 


. A.L~ 

U MACAPAGAL-ARROYO 

^resident of the Plffippincs 




40697 








Republic of the Philippines 

Civil Service Commission 

Constitution Hills, Batasang Pamfaansa Complex, OHirnan 1126 Quezon City 


100 Yoareoi Service; 
CM Service at Its Best. 



MCNo, 12 a. 2008 
MEMORANDUM CIRCULAR 


TO : ALL HEADS OF CONSTITUTIONAL BODIES; DEPARTMENTS, 

BUREAUS AND AGENCIES OF THE NATIONAL 
GOVERNMENT; LOCAL GOVERNMENT UNITS; 
GOVERNMENT OWNED AND CONTROLLED CORPORATIONS 
WITH ORIGINAL CHARTER; AND STATE UNIVERSITIES AND 
COLLEGES. 


SUBJECT t Republic Act No* 949$ audits ImptementjmRules and Regulations 


Republic Act No. 9485, otherwise known as “A/i Act to Improve Efficiency in the 
Delivery of Government Service to the Public by Reducing Bureaucratic Red Tape, Preventing 
Graft and Corruption, and Providing Penalties Thereof or the Anti-Red Tape Act of2007, was 
signed into law by President Gloria Macapagai-Arroyo on June 2,2007. 

Pursuant to Section 16 of the Anti-Red Tape Act of 2007, the Civil Service Commission 
has promulgated the Implementing Rules and Regulations (IRR) of the said Act through CSC 
Resolution No. 081471 dated July 24, 2008. The IRR was published in the Philippine Star on 
August 21, 2008 and took effect on September 5, 2008. Attached is the IRR (Annex A), 

Under the said law, each office or agency is tasked to perform the following within one 
(1) year from effectivity of the IRR, in cooperation with the CSC, the Development Academy of 
the Philippines, and agency clientele: 

1. Identify its frontline services; 

2. Undertake reengineering of transactions. This includes limiting the number of 
signatories to a maximum of five (5) signatures, and providing for the period 
within which applications or requests are acted upon which shall not be longer 
than five (5) working days for simple transactions and ten (10) working days for 
complex transactions; and 

3. Set up service standards to be known as the Citizen’s Charter, including forming a 
task force to prepare said Charter, to be presented on a billboard or other 
prominent announcement at the office handling the processes and services 
explained therein. 
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Crucial to the crafting of the agency Citizen’s Charter is the identification of the agency’s 
frontline services. As defined under the law, “frontline service” refers to “the process or 
transaction between clients and government offices or agencies involving applications for any 
privilege, right, permit, reward, license, concession, or for any modification, renewal or 
extension of the enumerated applications and/or requests which are acted upon in the ordinary 
course of business of the office or agency concerned.” 

Frontline services include those services (1) with regular face-to-face interaction with the 
public, (2) which are highly demanded or highly needed; (3) which receive the most number of 
complaints; or (4) which have immediate impact to the public/community. 

Pursuant to Section 2 (b) of Rule II, “Citizen’s Charter” refers to an official document, a 
service standard, or a pledge, that communicates, in simple terms, information on the services 
provided by the government to its citizens. It describes the step-by-step procedure for availing a 
particular service, and the guaranteed performance level that clients may expect for that service. 

Annex B shows an excerpt from the Citizen’s Charter of a local government unit 
pertaining to Granting of New, and Renewal of Existing, Business Permits. 

An electronic copy of the IRR is available at www.csc.gov.ph . 

Please monitor the CSC website for updates on the Anti-Red Tape Act. 

sZjsl, 

RICARDO L. SALUDO 
Chairman 


September 16,2008 
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Republic of the Philippines 

Civil Service Commission 

Constitution Hills, Batasang Pambansa Complex, Diliman 1128 Quezon City 


100 Years of Service; 
Civil Service at Its Best. 



Re: IMPLEMENTING RULES AND REGULATIONS 
Republic Act No. 9485 (Anti-Red Tape Act of 2007) 

x ..1- x 


RESOLUTION NO._ 081471 


rr,»i«^ W ? E!R f AS ’ , A f ticle U ' Section 27 of the Constitution provides that the State shall 

“ h ° ne , y S n d '" te8n,y ,n the P ubIic service shall take positive and effective 
measures against graft and corruption; 

WHEREAS, there is an urgent need to establish an effective system that will eliminate 
bureaucratic red tape, avert graft and corrupt practices and improve the efficiency of delivery of 
government frontline services; ' ery oi 

. WHEREAS, in response to the urgent need to eliminate red tape and improve frontline 
service delivery, the Thirteenth Congress enacted on June 2, 2007 Republic Act No 9485 

otherwise known as the “Anti-Red Tape Act of 2007;" ' 


WHEREAS, RA No. 9485 aims to promote transparency in government with regard to 
nr„7T of transacting with the public by requiring each agency to simplify frontline fervice 

stetKkrdTtothecliem *° ° bSe ' Vei in every tnmsaction and ™ke known these 

WHEREAS, Section 16 of the same law mandates the Civil Service Commission, in 
coordination with the Development Academy of the Philippines (DAP) the Office of the 
Ombudsman (OMB) and the Presidential Anti-Graft Commission (PAGC), !o promulgate the 
necessary rules and regulations to implement said Act; 

the v SC t08ether With the DAP> 0MB and PA0C > conducted a series of 
consultattve meetings wrth various stakeholders to gather comments and recommendations as 
well as to discuss possible issues in the implementation of the “Anti-Red Tape Act of2007;” 

NOW THEREFORE, the Commission RESOLVES to adopt the implementing rules 
and regulaftons of RA No. 9485, as follows: H 8 


d/'c 
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RULE L COVERAGE 


SECTION 1. These Rules shall apply to all government offices and agencies including local 
government units and government-owned or controlled corporations with or without original 
charter that provide frontline services as defined in the Act. Those performing judicial, quasi¬ 
judicial and legislative functions are excluded from the coverage of the Act, however, their 
respective frontline services are deemed included. 


RULE 11. INTERPRETATION 

SECTION 1 These Rules shall be interpreted in the light of the Declaration of Policy found in 
Section 2 of the Act: 

“It is hereby declared the policy of the State to promote integrity, accountability, proper 
management of public affairs and public property as wel l as to establish effective practices aimed 
at the prevention of graft and corruption in government. Towards this end, the State shall 
maintain honesty and responsibility among its public officials and employees, and shall take 
appropriate measures to promote transparency in each office or agency with regard to the manner 
of transacting with the public, which shall encompass a program for the adoption of simplified 
procedures that will reduce red tape and expedite transactions in government.’* 

SECTION 2. Definition of Terms. For purposes of these Rules, the following terms shall mean: 

(a) “Action” refers to the written approval or disapproval made by a government office or 
agency on the application or request submitted by a client for processing. 

(b) “Citizen’8 Charter” refers to an official document, a service standard, or a pledge, that 
communicates, in simple terms, information on the services provided by the government to its 
citizens. It describes the step-by-step procedure for availing a particular service, and the 
guaranteed performance level that they may expect for that service. 

(c) “Citizen” with reference to the Citizen’s Charter refers to the clients whose interests and 
values are addressed by the Citizen’s Charter and, therefore, includes not only the citizens of the 
Republic of the Philippines, but also all the stakeholders, including but not limited to, users, 
beneficiaries, other government offices and agencies, and the transacting public. 

(d) “Complex Transactions” refers to requests or applications submitted by clients of a 
government office which necessitate the use of discretion in the resolution of complicated issues 
by an officer or employee of said government office, such transaction to be determined by the 
office concerned. 

(e) “Fixer” refers to any individual whether or not officially involved in the operation of a 
government office or agency who has access to people working therein and whether or not in 
collusion with them, facilitates speedy completion of transactions for pecuniary gain or any other 
advantage or consideration. 


G/ 
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(f) “Fixing” refers to the act that involves undue facilitation of transactions for pecuniary 
gain or any other advantage or consideration. 

(g) “Frontline Service” refers to the process or transaction between clients and government 
offices or agencies involving applications for any privilege, right, permit, reward, license, 
concession, or for any modification, renewal or extension of the enumerated applications and/or 
requests which are acted upon in the ordinary course of business of the office or agency 
concerned. 

(h) “Irrelevant requirements” refers to any document or performance of an act not directly 
material to the resolution of the issues raised in the request or needed in the application 
submitted by the client. 

(i) “Officer or Employee” refers to a person employed in a government office or agency 
required to perform specific duties and responsibilities related to the application or request 
submitted by a client for processing. 

0) “Published Materials” refers to printed, computer-generated, or photocopied materials, 
and procedural manuals/flowcharts, made available to the public or uploaded in the official 
government websites, containing the basic information on accessing frontline services. 

(k) “Report Card Survey” refers to an evaluation tool that provides a quantitative measure 
of actual public service user perceptions on the quality, efficiency and adequacy of different 
frontline services, as well as a critical evaluation of the office or agency and its personnel. It is an 
instrument that also solicits user feedback on the performance of public services, for the purpose 
of exacting public accountability and, when necessary, proposing change. 

(l) . “Simple Transactions” refers to requests or applications which only require ministerial 

actions on the part of the public officer or employee, or that which present only inconsequential 
issues for resolution by an officer or employee of said government office. 


RULE HI. RE-ENGINEERING OF SYSTEMS AND PROCEDURES 
SECTION 1. Within one (1) year from effectivity of the Rules, each office or agency shall: 

a) Determine which processes or transactions constitute frontline service; 

b) Undertake reengineering of transaction systems and procedures, including time and 
motion studies, if necessary; and after compliance thereof, 

c) Set up their respective service standards to be known as the Citizen’s Charter. 

SECTION 2. The reengineering process shall include a review for the purposes of streamlining 
of tiie following 
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a) Steps in providing the service; 

b) Forms used; 

c) Requirements; 

d) Processing time; and 

e) Fees and charges. 

There shall also be a review of the location of the offices providing frontline services and 
directional signs to facilitate transactions. 

SECTION 3. In the evaluation of official forms, government offices and agencies rendering 
frontline services shall limit the number of signatories to a maximum of five (5) signatures of 
officers or employees directly supervising the evaluation, approval or disapproval of the request, 
application, or transaction. 

The head of government office or agency shall prescribe, through an appropriate office 
order, the rules on the proper authority to sign in the absence of the regular signatory, as follows: 

(1) If there is only one official next in rank, he/she shall automatically be the signatory; 

(2) If there are two or more officials next in rank, the appropriate office order shall 
prescribe the order of priority among the officials next in rank within the same 
organizational unit; or 

(3) If there is no official next in rank present and available, the head of the department, 
office or agency shall designate an officer-in-charge from among those next lower in 
rank in the same organizational unit. 


RULE IV, CITIZEN’S CHARTER 
SECTION 1. The Citizen’s Charter shall include the following information: 

(a) Vision and mission of the government office or agency; 

(b) Identification of the frontline services offered, and the clientele; 

(c) The step-by-step procedure to obtain a particular service; 

(d) The officer or employee responsible for each step; 

(e) The maximum time to conclude the process, 

(fj Document/s to be presented by the client, with a clear indication of the relevancy 

of said document/s; 

(g) The amount of fees, if necessary; 

(h) The procedure for filing complaints in relation to requests and applications, 
including the names and contact details of the officials/channels to approach for 
redress; 

(i) Allowable period for extension due to unusual circumstances; i.e. unforeseen 
events beyond the control of concerned government office or agency; and 

0 ) Feedback mechanisms, contact numbers to call and/or persons to approach for 
recommendarions, inquiries, suggestions, as well as complaints. 
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SECTION 2, The Citizen’s Charter shall be in the form of information billboards which should 
be posted at the main entrance of offices or at the most conspicuous place, and in the form of 
published materials written either in English, Filipino, or in the local dialect. 

SECTION 3. The head of office or agency shall constitute a task force to prepare a Citizen’s 
Charter pursuant to the provisions of the Act and these Rules, taking into consideration the 
stakeholders, users and beneficiaries of the frontline services, and shall conduct consultative 
formulation and refinement of the provisions of the Charter. 

The participation of non-government organizations and other concerned groups shall be 
encouraged. The head of office or agency shall formally issue and release the Charter and shall 
monitor and periodically review its implementation. 

Offices and agencies with existing service standards shall evaluate these standards to 
ensure compliance with the provisions of this Rule. 

SECTION 4. The office or agency shall review the Citizen’s Charter whenever necessary, but 
not less than once every two years. 

SECTION 5. The assistance of the Civil Service Commission and the Development Academy of 
the Philippines may be requested for purposes of complying with Rules III and IV. 

SECTION 6 The activities in Rules III and IV shall be monitored by the Civil Service 
Commission through its Regional Offices and Field Offices for re-evaluation and benchmarking. 


RULE V. ACCOUNTABILITY OF BEADS OF OFFICES AND AGENCIES 

SECTION 1. The head of the office or agency shall be primarily responsible for the 
implementation of these Rules and shall be held accountable to the public in rendering fast, 
efficient, convenient and reliable service. All transactions and processes are deemed to have been 
made with the permission or clearance from the highest authority having jurisdiction over the 
government office or agency concerned, In case of failure to comply with these Rules, 
appropriate charges may be filed against the head of office or agency under existing law and 
rules, before the appropriate forum. 


RULE VT. ACCESSING FRONTLINE SERVICES 

SECTION L All offices and agencies are enjoined to undertake on a continuing basis programs 
to promote customer satisfaction and improve service delivery, and other similar activities for 
officers and employees in frontline services 
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SECTION 2. Acceptance and Denial of the Applications and Requests. 

(1) All officers or employees shall accept written applications, requests, and/or documents being 
submitted by clients of the office or agency. 

(2) The responsible officer or employee shall acknowledge receipt of such application and/or 
request by writing or printing dearly thereon his/her name, the unit where he/she is connected 
with, and the time and date of receipt. 

(3) The receiving officer or employee shall perform a preliminary assessment of the request so as 
to promote a more expeditious action on requests, and shall determine tlirough a cursory 
evaluation the sufficiency, of submitted requirements for a request or application, taking into 
consideration the determined response time for the transaction. 

(4) All applications and/or requests in frontline services shall be acted upon within the period 
prescribed under the Citizen’s Charter, which in no case shall be longer than five (5) working 
days in the case of simple transactions and ten (10) working days in the case of complex 
transactions from the time the request or application was received. 

(5) Depending on the nature of the frontline services requested or the mandate of the office or 
agency under unusual circumstances, the maximum time prescribed above may be extended. For 
the extension due to the nature of frontline services, the period for the delivery of frontline 
services shall be indicated in the Citizen’s Charter, which shall not be more than five (5) working 
days for simple transactions, and not more than ten (10) working days for complex transactions. 
The office or agency concerned shall notify the requesting party in writing of the reason for the 
extension and the final date of release of the frontline service/s required. 

In case the applicant disagrees, he/she may resort to the grievance or complaint 
mechanisms prescribed in the Citizen’s Charter. 

(6) No application or request shall be returned to the client without appropriate action. In case an 
application or request is disapproved the officer or employee who rendered the decision shall 
send a formal notice to the client within five (5) working days from the receipt of the request 
and/or application, stating therein the reason for the disapproval including a list of specific 
requirement/s which the client failed to submit. 

Any denial of request for access to government service shall be fully explained in 
writing, stating the name of the person making the denial and the grounds upon which such 
denial is based. Any denial of request is deemed to have been made with the permission or 
clearance from the highest authority having jurisdiction over the government office or agency 
concerned. 

(7) This Section shall also apply to government offices or agencies which allow computer-based 
access to frontline services. 
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SECTION j. Working Schedule. — Heads of offices and agencies which render frontline services 
shall adopt appropriate working schedules tc ensure that all clients who are within their premises 
prior to the end of official working hours are attended to and served even during lunch break and 
after regular working hours. Offices and agencies may consider providing frontline services as 
early as seven (7) in the morning until as late as seven (7) in the evening to adequately attend to 
clients The frontline services must at all times be complemented with adequate staff by adopting 
mechanisms such as rotation system among office personnel, sliding flexi-time, reliever system 
especially in peak times of the transaction, or providing skeletal personnel during lunch and 
snack time. 

To ensure the uninterrupted delivery of frontline services, the heads of offices and 
agencies shall adopt the appropriate mechanisms within six (6) months from the effectivity of 
these niles. 

SECTION 4. Identification Card - All officers or employees transacting with the public shall 
be provided with an official identification crrd which should be worn during office hours. The 
information on the identification card should be easy to read, such that the officials and 
employees concerned can be identified by the clients. For certain agencies where an 
identification card is not provided, the officers and employees must wear nameplates or other 
means of identification. 

SECTION 5. Public Assistance Desk. - Bach office or agency shall establish a public 
assistance/'complaints desk in all their offices, where an officer or employee knowledgeable on 
frontline services shall at all times be available for consultation and advice. The desk shall be 
attended to even during breaktime. 

The office or agency shall institute hotline numbers, short message service, information 
communication technology, or other mechanisms by which the clients may adequately express 
their complaints, comments or suggestions. It may also institute one-stop shops or walk-in 
service counters. Special lanes may be established for pregnant women, senior citizens, and 
persons with disabilities. 

SECTION 6. Automatic Extension of Licenses, Permits, and Authorities. - If a government 
office or agency fails to act on an application and/or request for renewal of a license, permit or 
authority subject for renewal within the prescribed period, said permit, license or authority shall 
automatically be extended until a decision or resolution is rendered on the application for 
renewal. In this instance, the applicant shall be informed prior to the expiration of the original 
period that more time is required to evaluate the application or request. 

No automatic extension or renewal shall apply to an expired permit, license, or authority. 
No automatic extension or renewal shall also apply when the permit, license or authority covers 
activities which pose danger to public health, public safety, public morals or to public policy 
including, but not limited to, natural resource extraction activities 

& 
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RULE VTI. REPORT CARD SURVEY 

SECTION 1. The Civil Service Commission, in coordination with the Development Academy of 
the Philippines, shall conduct a survey to obtain feedback on existence and effectiveness of, as 
well as compliance with the Citizen’s Charter, and how the office or agency is performing 
insofar as frontline services are concerned. The survey shall also be used to obtain information 
and/or estimates of hidden costs incurred by clients to access frontline services which may 
include, but is not limited to, bribes and payment to fixers. The Civil Service Commission may 
tap other government agencies, educational institutions such as Association of Schools of Public 
Administration, non-government organizations, or other concerned individuals or groups and 
may utilize existing government programs, and support systems 

The evaluation tool may be linked with the program of the Civil Service Commission to: 

(1) provide critical evaluation of the office or agency, and its personnel; (2) check clients 
satisfaction, operational efficiency and areas vulnerable to corruption, (3) highlight best 
practices, (4) provide incentives for excellent service delivery, and (5) give recommendations for 
improvement in problem areas and inefficiencies in frontline services. 

The Civil Service Commission shall publicize the results in an annual report card survey 
and furnish the government agency concerned the result of the survey assessment, evaluation 
and/or observations. Such assessment, evaluation and/or observations shall also be incorporated 
in the agency’s annual report and shall be considered in the improvement, revision, modification, 
enhancement, or amendment of its Citizen’s Charter and/or frontline services. 

The Report Card Survey may include the following: (1) the service provider - personal 
disposition of the employee providing the service sought of; (2) the quality of service - how the 
service was provided to the client; and (3) the physical working condition - how the physical 
setup/lay-out of the office affects the performance, efficiency, and accessibility of the service 
provided. 


RULE Vm. DISCIPLINARY ACTION 

SECTION 1. After compliance with the substantive and procedural due process, the following 
shall constitute violations of the Act and its Rules together with their corresponding penalties. 

(a) Light Offense - (1) Refusal to accept application and/or request within the 
prescribed period or any document being submitted by a client; 

(2) Failure to act on an application and/or request or failure to refer back to the 
client a request which cannot be acted upon due to lack of requirement/s 
within the prescribed period; 

(3) Failure to attend to clients who are within the premises of the office or agency 
concerned prior to the end of official working hours and during lunch break; 
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(4) Failure to render frontline services within the prescribed period on an 
application and/or request without due cause; 

(5) Failure to give the client a written notice on the disapproval of an application 
or request; and 

(6) Imposition of additional irrelevant requirements other than those listed in the 
first notice under Rule VI, Section 1 (6). 

The term “prescribed period” shall refer to the period specified under the Citizen’s Charter, or in 
the absence thereof, the period provided for under Rule VI, Section 1 (4) hereof 

Penalties for light offenses shall be as follows: 

First Offense - Thirty (30) days suspension without pay and mandatory 
attendance in Values Orientation Program; 

The Civil Service Commission and the Office of the Ombudsman shall promulgate a 
Values Orientation Program which shall include anti-red tape and anti-fixing workshops suitable 
for this purpose. 

Second Offense - Three months suspension without pay; and 

Third Offense - Dismissal and perpetual disqualification from public service. 

(b) Grave Offense - Fixing and/or collusion with fixers in consideration of 
economic and/or other gain or advantage. 

Penalty - Dismissal and perpetuat disqualification from public service. 

SECTION 2. The finding of administrative liability under the Act and its Rules shall not be a bar 
to the filing or criminal, civil or other related charges under existing laws arising from the same 
act or omission as herein enumerated. 

SECTION 3. Oiminal Liability for fixers. - Fixers shall suffer the penalty of imprisonment 
not exceeding six years or a fine of not less than Twenty thousand pesos (P20,000.00) but not 
more than Two hundred thousand pesos (P200,000.00) or both fine and imprisonment at the 
discretion of the court. 

SECTION 4. Administrative Jurisdiction and Procedure. - The Civil Service Commjssion 
(CSC) and the Office of the Ombudsman shall have administrative jurisdiction over nan- 
presidential appointees, while the Office of the Ombudsman and the Presidential Anti-Graft 
Commission (PAGC) shall have administrative jurisdiction over presidential appointees. Their 
respective procedures as determined by appropriate laws, rules and issuances shall be observed 
regarding any violation of the provisions of these Rules. 
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RULE DC. IMMUNITY 


SECTION 1. Any public official or employee or any person having been charged with another 
under the Act and who voluntarily gives information pertaining to an investigation or who 
willingly testifies therefor, shall be exempt from prosecution in the case/s where his/her 
information and testimony are given. 

SECTION 2. The discharge of co-respondent/accused to be a witness may be granted and 
directed by the investigating body or court upon the application or petition of any of the 
respondent/accused-infomiant and before the termination of the investigation: Provided, That: 

(a) There is absolute necessity for the testimony of the respondent/accused-informant 
whoso discharge is requested; 

(b) There is no other direct evidence available for the proper prosecution of the 
offense committed, except the testimony of said respondent/accused-informant; 

(c) The testimony of said respondent/accused-informant can be substantially 
corroborated in its material points; 

(d) The respondent/accused-informant has not been previously convicted of a crime 
involving moral turpitude; and 

(e) Said respondent/accused-infbrmant does not appear to be the most guilty. 

Evidence adduced in support of the discharge shall automatically form part of the records 
of the investigation. Should the investigating body or court deny the motion or request for 
discharge as a witness, his/her sworn statement shall be inadmissible as evidence. 

SECTION 3. If the respondent-informant granted immunity fails or refuses to testify or to 
continue to testify, or testifies falsely or evasively, or violates any condition accompanying such 
immunity without just cause, as determined by the office or agency concerned, his/her immunity 
shall be cancelled and he/she shall be prosecuted criminally and/or administratively, 


RULEX. FINAL PROVISIONS 

SECTION 1. The activities embodied in these Rules shall be charged to the office or agency’s 
regular budget, 

SECTION 2. An oversight committee composed of the Civil Service Commission, as head, and 
the Office of the Ombudsman, the Presidential Anti-Graft Commission, and the Development 
Academy of the Philippines, as members, shall ensure the immediate, ,swift and effective 
implementation of the Act and its Rules, 

SECTION 3. These Rules may be amended or modified as necessary. 

SECTION 4. If any provision of these Rules shall be declared invalid or unconstitutional, such 
declaration shall not affect the validity of the remaining provisions. 
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SECTION 5. These Rules shall take effect fifteen (15) days following its publication in a 
newspaper of general circulation. 

Quezon City, JUL 2 2008 


(VACANT) 

Chairman 



Acting Chairman 


Commissioner v 


Attested by: 


0 ^ 6 / 

DOLORES B. BONIFACIO 

Director IV 

Commission Secretariat and Liaison Office 
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Granting of New and Renewal of Existing Business Permits 

City Administrator's Office, 2 nd Floor, City Hall 
Tel. No. (35) 225-4563,422-2511; (35)225-4818 (Permit Section) 

Head of Office , Mr./Ms._ _ City Administrator 

All businesses are required to secure a Business License and Mayor’s Permit prior 
to operating a new business or to continue operating an existing business. To facilitate 
the renewal of business permits, a one-stop shop located beside the Peuriculture Center is 
operated from January 2 to mid- February. 

If requirements are complete, this transaction can normally be completed in one 
(1) working day. 

WHO MUST AVAIL OF THE SERVICE: 

Citizens doing business or plan to do business within the city. 

REQUIREMENTS: 

1. Tax Clearance from City Treasurer's Office . Please refer to service no. 3.15.8 
Securing Business Permit/Tax Clearance for New or Renewal of Business Permit 

2. Environmental Permit from City Environment and Natural Resources Office (C E 
N R O). Please refer to Service No. 3.5.1 Granting of Environmental Permits 

3. Barangay Clearance (site of business) 

4. Department of Trade and Industry Clearance 

5. SSS Clearance 

6. BIR Clearance 

7. PhilHealth Clearance 

8. Certificate of Annua) Safety Inspection from City Engineer's Office. Please refer to 
Service No. 3.2.5- Certificate of Annual Safety Inspection (CASI) (Public Market 
vendors are exempted) 

9. Food Handler's Certificate for businesses engaged in food service and/processing. 
Please refer to Service No. 3.7.3 Issuance of Food Handler's Certificate and/or 
Sanitary Permit 

10. Clearance from Economic Enterprise Office (Public Market) for market vendors. 
Please refer to Service No. 3.10.3 Issuance of Market Clearance for the Renewal of 
Business Permits and Licenses. 

11. Zoning Clearance from City Planning and Development Office. Please refer to 
Service No. 3.2.1 Preliminary Zoning Clearance 

12. Certificate of Fire Safety Inspection from Bureau of Fire Protection 

13. Duly Accomplished and Notarized Mayor’s Permit application Form 



SCHEDULE OF AVAILABILITY OF SERVICE: 
Monday-Friday 
8 :ooAM- u:~ooNN 
:i:oo PM- 5:00 PM 


FEES: 

Business Permit Fees based on Chapter VI— XVI of the City Omnibus Tax Code of 1997 . 
HOWTO AVAIL OF THE SERVICE: 


Step 

Applicant/Client 

Administrator’s 

Duration of 

Person-in- 



Office Activity 

Activity 

Charge 


Proceed to the 

Provide the 

10 mins. 

Employee A 


City 

client with a 



Administrator's 

short briefing on 


Employee B 

1 

Office. Secure 

the service and 



application forms 
and other 

its requirements. 


Employee C 


requirements and 
make clarificatory 
inquiries. 



Employee D 


Submit the 

Receive and 

3 mins. 

Employee A 


accomplished 

review 



application form 

application and 


Employee B 

2 

and other 

documents to the 
Permit Section, 
City 

Administrator’s 

Office. 

documents 


Employee C 

Employee D 




Type 

information on 

5 mins. 

Employee E 
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$. 2014 


MEMORANDUM CIRCULAR 


TO ALL HEADS OF CONSTITUTIONAL BODIES; DEPARTMENTS, 

BUREAUS AND AGENCIES OF THE NATIONAL GOVERNMENT; 
LOCAL GOVERNMENT UNITS; GOVERNMENT-OWNED AND 
CONTROLLED CORPORATIONS WITH ORIGINAL CHARTERS; AND 
STATE UNIVERSITIES AND COLLEGES 

SUBJECT : Reiteration of. the Anti-Red Tape Act of 2007 


The Commission hereby reminds heads of agencies and those with positions of authority 
in their respective frontline services about the implementation of Republic Act (RA) No. 9465 or 
the Anti-Red Tape Act (ARTA) of 2007, The Commission has observed many positive actions of 
agencies as regards its implementation and it is but fitting to reiterate some pertinent provisions 
of the ARTA and its implementing rules and regulations (IRR). 

1. On the Citizen’s Charter 

The Citizen’s Charier, in the form of information billboards, should be posted at 
the main entrance or the most conspicuous place in the office, and in the form of 
published materials written either in English, Filipino, or in the local dialect that 
detail; 


(a) The procedure to obtain a particular service; 

(b) The person/s responsible for each step; 

(c) The maximum time to conclude the process; 

(d) The document/s to be presented by the customer, if necessary; 

(e) The amount of fees, if necessary; and 

(f) The procedure for filing complaints. (Section 6, RA No. 9485) 

The office or agency shall review the Citizen’s Charter whenever necessary but 
not less than once every two years. (Rule IV, Section 4, CSC MC No. 12, s, 2008) 

2. On the A ccountability of Heads of Offices and Agencies 

The head of the office or agency shall be primarily responsible for the 
implementation of the ARTA and shall be held accountable to the public in 
rendering fast, efficient, convenient and reliable service. (Section 7, RA No. 
9485) 
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3. On the Adoption of Working Schedules to Serve Clients 

Heads of offices and agencies which render frontline services shall adopt 
appropriate working schedules to ensure that all clients who are within their 
premises prior to the end of official working hours are attended to and served 
even during lunch break and after regular working hours. (Section 8e, 

RA No. 9485) 

4 On the Identification Card 

All officers or employees transacting with the public shall be provided with an 
official identification card which should be worn during office hours. The 
Information on the identification card should be easy to read, such that the 
officials and employees concerned can be easily identified by the clients. (Rule 
VI, Section 4, CSC MC No 12, s. 2008) 

5 On the Public Assistance and Complaints Desk 

Each office or agency shall establish a public assistance/complaints desk in all Its 
branches, (Section 8g, RA No. 9485) 

6, On the Anli-Fixing Measures 

Fixing and/or collusion with fixers is considered a grave offense with a 
corresponding penalty of dismissal and perpetual disqualification from public 
service. (Section 11b, RA No. 9485). 

7. On Excellent Public Service and Customer Satisfaction 

Excellent public service and customer satisfaction is the end goal of the ARTA. 

The public must see improvements in their overall experience in transacting with 
government. Particularly, these areas of service delivery should be constantly 
monitored by heads of agencies: 

a. Service provider - personal disposition of employees providing frontline 
service specifically on these aspects: response time, attention, 
knowledge, competence, courtesy and extra mile, and fairness and 
ethical treatment; 

b. Service quality - quality product or service provided to clients (outcome) 
and overall time to complete transaction; and 

c. Physical working conditions - availability of basic facilities like clean 
comfort rooms, waiting areas, and courtesy lanes, and efficient physical 
set-up of the office which affects the performance, efficiency, and 
accessibility of the service provided. (Rule VII, Section 1, CSC MC No. 

12, s. 2008) 

For 2014, service offices of the following identified agencies shall be subjected to the 
Report Card Survey (RCS): Bureau of Internal Revenue, Government Service Insurance 
System, Home Development Mutual Fund, Land Registration Authority, Land Transportation 
Office, Philippine Statistics Authority-National Statistics Office, Philippine Health Insurance 
Corporation, Professional Regulation Commission, and Social Security System, 

























Offices surveyed under the RCS are provided numerical scores with their corresponding 
descriptive ratings: 


FINAL SCORE 

DESCRIPTIVE RATING 

90-100 

Outstanding/Excellent 

90-89 

Good 

70-79 

Acceptable 

0-69 

Failed 


Outstanding refers to a final score between 90-100, but with a delinquent rating In a sub- 
area of the RCS, white Excellent also refers to the same range of final score without a 
delinquent rating in any sub-area of the RCS. 

Offices which garner Excellent ratings are considered candidates for the Citizen's 
Satisfaction Center Seal of Excellence Award (CSC-SEA) and shall be subjected to a series of 
validation. Results of the 2014 RCS shall be published in a national daily in the first quarter of 


In addition, all agencies and offices are enjoined to post Contact Center ng Bayan 
posters in their respective offices to gather public feedback. Soft copies of the posters and other 
materials may be requested from the CSC’s Public Assistance and information Office e-mail 
arta.csc@Qmail.com . 


For further reference, the full text of RA No. 9485 and its IRR may be viewed at the CSC 
website: www.csc.gov.oh . 


FRANCISCO 


) TjDiK 
Chaim 


UQUE III, MD, MSc 
tairman 


MAY.! 9 2014. 
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